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June 15, 2006
Tom Abeyta

Department of General Services

Procurement Division

707 3rd Street, 2nd Floor

West Sacramento, CA 95605

Dear Mr. Abeyta:

Thank you for the opportunity to participate in your State of California Request for Proposal (RFP DGS 55046) for Purchasing Card services.  In order to reaffirm the business fit between the State and U.S. Bank, we conducted some research to confirm and expand on our understanding of the State’s objectives, strategies and issues.  Governor Arnold Schwarzenegger defined the State’s “fundamental agenda” in his 2006 State of the State address as follows:
· Regain California’s fiscal integrity

· Return government to the people

· Prepare the State for the extraordinary changes to come (via the “Strategic Growth Plan for California’s Future”)

While the agenda above does not encompass all of the areas the State will be focusing on in 2006, it does embody some of the business fit and synergy between the State and U.S. Bank, as we work together to help “…build a California eager to meet the challenges of the 21st century without reluctance or fear.”
Our proposal response focuses on leveraging the success of our existing Purchasing Card program with the State, while expanding the use of our award-winning technology that can scale with the growing needs of the CAL-Card participants.  In addition to California, we have also had proven success implementing Purchasing Card solutions for Washington, D.C. and the States of Colorado, Maryland, Minnesota, Montana, Nebraska, Oregon, Utah and Wisconsin.

U.S. Bank also serves the purchasing card needs of the United States Departments of Defense, Homeland Security and Transportation, the U.S. Postal Service, and the Department of Health and Human Services.  Many of these relationships span the spectrum of U.S. Bank solutions, including purchasing card, fleet card, freight payment and travel card programs, giving us both a strong base of experience and a unique leadership position in the public sector.

Your designated U.S. Bank CAL-Card team will continue to deliver best-in-class service to all the participants under the contract.  We have successfully implemented our newest Web-based solution, Access® Online, across many of our federal and state government clients, including two of the CAL-Card participants.  If awarded the CAL-Card business, we welcome the opportunity to expand on the successes from these implementations to the balance of CAL-Card program participants.  Together, we can expand the application of industry best practices for all CAL-Card participants through the use of Access Online.  

U.S. Bank is committed to delivering World-class service to the State of California and its participants by leveraging the benefits of unparalleled vendor acceptance, a dedicated U.S. Bank CAL-Card team, a dedicated 24-hour customer service and a powerful award-winning data capture and reporting tool.  U.S. Bank programs are designed to consistently add value to your state agency and local government procure-to-pay processes.
By continuing to partner with U.S. Bank, the State will save significant transition costs that have been estimated at more than $500,000 by one-third of the organizations surveyed with programs over 3,000 purchasing cards in the 2005 Benchmarking Survey Results (RPMG Research Corporation).  With an estimated transition cost of $100 per card, this would result in a cost savings of $5.2 million (52,000 existing cards x $100/card) if the State continues their CAL-Card-U.S. Bank partnership.
Per the State’s requirements, U.S. Bank agrees to all the terms and conditions of the RFP, and agrees to execute this contract, if awarded.  U.S. Bancorp has been in business since 1863, and U.S. Bank Corporate Payment Systems was created in 1988.  We have been providing the services requested in this RFP for 17 years.  We acknowledge that information pertaining to our business is required, and is being reported to the Employment Development Department in accordance with Unemployment Insurance Code §1088.8.
Respectfully we submit that U.S. Bank is willing to perform services in accordance with the RFP and enter into a contract with the State of California. 

I look forward to our next communication once you and your team has the chance to review the enclosed material.  Thank you for the seventeen-year partnership between our organizations, and the opportunity to expand on our mutual successes at achieving the State’s and participants’ respective goals.  Please contact us if you have questions, or to arrange time for us to discuss the potential benefits of the enclosed proposal for the State of California.

Sincerely,

Charles Wilkins

Senior Vice President Relationship Management


U.S. Bank Corporate Payment Systems

Enclosures
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U.S. Bank invites the State to contact us regarding needs or desires that are not specifically covered in this proposal.

Pricing features herein are valid for 90 days from the date of this proposal.
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Section I – RFP Scope

(1)
Agency Enrollment and Implementation

This section must describe the bidder’s enrollment, implementation plan, timeline, and compliance to the requirements in Section II – Contract, B. Statement of Work, 4.  Agency Enrollment and Implementation.  

Describe the support provided during enrollment and implementation, including customer assistance, technical assistance, user manuals, instructional and/or educational material, on-site visits, and other assistance.  

The Contractor will require review and approval of all participating agencies that request to participate in the CAL-Card Program to ensure the participating agencies are a tax funded entity.  After receipt of Request to Participate (RTP), the Contractor will make contact within 24 hours to notify agency of receipt of RTP and anticipated delivery of implementation package.  Within 3 working days after approval of RTP, the Contractor will work directly with the participating agencies to enroll and implement CAL-Card.  

The U.S. Bank agency enrollment and implementation process is a clearly defined process that encompasses many steps.  The specific requirements of each agency will be determined before moving forward with an implementation.  Some agencies will have technical requirements that will involve additional time and resources while others will have minimal requirements.  Regardless, U.S. Bank ensures complete client satisfaction with the entire implementation process.
The U.S. Bank enrollment and implementation process provides planning and training tools (i.e. presentations, links to websites, guides and forms,) specific project steps and appropriate resources for program implementation management.  The most important component of this process is the consultation U.S. Bank will provide.  Although we estimate that the majority of agencies will be able to transition through a simple, automated process due to our knowledge of their current programs, we will create a more in-depth approach for those with more sophisticated requirements.  The U.S. Bank CAL-Card team will work closely with the primary contacts of each of these agencies to design an implementation and training plan that fits their individual needs and goals.

The success of a CAL-Card program depends on U.S. Bank gaining a thorough understanding of each agency’s needs.  From first contact, our approach is consultative:  Each step in the implementation process is designed to enhance our understanding of the agency, thereby allowing us to suggest solutions that will be truly valuable to the agency.  By focusing on the concerns and priorities of each agency from the outset, U.S. Bank seeks to create a strategic partnership.

Regardless of an agency’s implementation needs, each agency will begin the process by submitting a Request to Participate (RTP) form to U.S. Bank.  Within 24 hours U.S. Bank will assign a Relationship Manager, who will confirm that the agency is a tax-funded entity, notify the agency of receipt of the RTP and communicate the anticipated delivery date of the implementation package.  The initial implementation package will be sent by mail – or by e-mail with electronic documentation if an e-mail address is available – within three business days of receipt of RTP.  This package will include an introduction letter and the Standard 213 for State agencies or the Contract Addendum for Local agencies.  This is the official kick-off of the enrollment/implementation process.  Upon receipt of signed implementation documents and three years of audited financial reports (required for local agencies only) the Relationship Manager will follow up with the agency to confirm receipt.  These documents will be submitted to the U.S. Bank Credit Department for credit review, which takes approximately three weeks.  

A typical implementation can be completed within 30 – 60 days depending on the needs of the agency, and the agency’s own implementation timeline.  We realize that some agencies will require additional time to prepare for the conversion due to their specific internal needs.  U.S. Bank will contact these agencies at minimum, quarterly to check in on the status of their readiness to move forward.

U.S. Bank will provide CAL-Card specific guidebooks and implementation materials that will help educate an agency that is new to this program.  Educational materials have been created for participants at all levels (i.e., Agency Program Coordinators, Billing Contacts, Approving Official and Cardholder) of the CAL-Card program, These materials include technical information, such as Access® Online, our proprietary web-based program management and reporting system.  Each agency has access to multiple levels of support at U.S. Bank.  The support structure is detailed in section I #2 Organizational Support and Staffing.
All implementation materials noted in Section 2, B Statement of Work, 4 Agency Enrollment and Implementation are provided in a variety of media, and are covered thoroughly during the implementation process, including:
· Contact information and roles and responsibilities for all Contract Program Support Staff

· Contact information and roles and responsibilities for the State of California Contract Management Staff

· Schedule with dates and locations for program and technology solution training

· Schedule with dates and locations of Quarterly User Group Meetings

· Program forms (hard copy and electronic)

· Agency training methods and training materials (hard copy and electronic)

· Agency hierarchy establishment (i.e., Approving Official, Accounting/Billing and Agency Program Coordinator, etc.)

· Maximum levels (hierarchy) for each participating agency

· Billing process flow and associated reports

· Card controls and issuance options

· Card/account set-up

· Card/account production and distribution

· Card/account activation

· Electronic access set-up and testing

· Mapping for interface with customer accounting system

· Demonstration and Pilot, if requested by agency

· Account follow-up

· Sample instructional guidebooks

· Review of Agency-specific policies and procedures

· Contractor’s Guidelines (Policies and Procedures)

For a typical agency implementation, a U.S. Bank Account Manager will manage the entire implementation process.  After the CAL-Card forms have been sent to the agency, they will contact the agency to schedule an implementation meeting.  This meeting can be conducted on-site or via conference call.  During this meeting the Account Manager will provide an overview of the CAL-Card program and available technology (i.e. Access Online), discuss roles and responsibilities and review the required forms.  The agency will then complete the required forms and return them to the Account Manager, who will review the forms for accuracy before submitting them to the U.S. Bank Account Initiation Department.  

For unique implementation needs, U.S. Bank will assign an Implementation Project Manager, Business Consultant and Solutions Consultant to their team.  The Implementation Project Manager will create a workplan, which identifies each task to be addressed during implementation, as well as the start and finish dates of each item and the person(s) responsible for completion.  Weekly meetings will be led by the Implementation Project Manager to keep members of each team on target to meet program implementation timelines.  A basic Purchasing Card Implementation Workplan is provided as Exhibit 1.  

The primary implementation tasks are organized into four categories:

· Program Structure: This category encompasses all aspects of the system setup for your CAL-Card program, including:

· Billing

· Agency/organization groupings and hierarchy

· Account enrollment process

· Spending controls and security

· Procedures for ongoing account maintenance

· Policy, Procedures, and Compliance: Your Relationship Manager and Implementation Project Manager will help you evaluate your CAL-Card policy and procedures, including:

· Cardholder policy and procedures

· Audit and compliance practices

· Supplier management strategy

· Tax management and compliance issues, including IRS requirements

· Training and Communications: U.S. Bank has a variety of sample communications to help you train your cardholders and communicate program information to them.

· Technology: The U.S. Bank Cal-Card team will facilitate setting users up on Access Online, which provides you with web-based support for establishing and maintaining accounts, running reports, and managing allocations.

Before cards are issued, the team will meet to review progress against the implementation checklist and discuss any remaining tasks.  Several months after the initial card rollout, a meeting will be scheduled to review program performance, evaluate potential for program growth and discuss additional program goals.  
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CAL-Card Implementation Process

A standard CAL-Card implementation takes 30-60 days based on agency needs and their responsiveness to U.S. Bank requirements.
	Stage
	Who Does It
	Description

	1
	Agency
	· Submit Request to Participate (RTP) form to U.S. Bank

	2
	U.S. Bank


	· Verify state agency has current purchasing authority 

· Verify local agency is tax-funded

· Contact agency to acknowledge receipt of RTP and determine estimated number of cardholders and monthly/annual spend

· Initial implementation package is mailed to the agency 

	3
	Agency
	· State agencies submit completed Std. 213 to U.S. Bank

· Local agencies submit Contract Addendum and most recent three years of audited financial reports to U.S. Bank 

	4
	U.S. Bank
	· Std. 213/Contract Addendum and most recent three years of audited financial reports are reviewed by U.S. Bank

· Implementation package is mailed to the agency

· Agency is contacted to confirm receipt of package and to schedule an implementation meeting

	5
	Agency
	· Review the implementation package 

· Develop internal CAL-Card policies, procedures and training program per contract terms (DGS may request copies) 

	6
	U.S. Bank
	· Conduct implementation meeting with agency onsite or via telephone conference

· Review all set up forms and discusses roles and responsibilities

· Review program reports and billing documents

	7
	Agency
	· Forward completed set up forms to U.S. Bank

	8
	U.S. Bank
	· Review forms and submit them to Account Initiation Department

· Upon receipt of setup forms, U.S. Bank issues and mails cards to the agency within 5 business days

	9
	Agency
	· Cardholder activates card within 14 days of receipt by calling the 800 number on the activation sticker

· For security purposes, if newly issued card is not activated within 14 days, U.S. Bank will automatically deactivate the Cardholder account


U.S. Bank keeps a detailed Implementation Pipeline tracking spreadsheet that lists each implementation and tracks completion and contact milestones throughout the process until cards are issued.  This tracking sheet also contains information on the number of RTPs received, and completed implementations tracked by month.  This document is provided to the Procurement Division on a monthly basis.

(2)
Organizational Support/Staffing 
This section must describe the bidder’s organizational support/staffing, number of staff located in California, number of dedicated staff to the CAL-Card Program, and compliance with Section II – Contract, B.  Statement of Work, 5.  Organizational Support/Staffing.

Corporate Payment Systems (CPS) was created as a division of U.S. Bank in 1988 and, in 1989, became the nation’s first Bankcard issuer of commercial card programs.  Corporate Payment Systems processes more than 90 percent of all Visa commercial and government card business.

U.S. Bank has a broad infrastructure in place to support and service the needs of our clients.  More than 750 employees are dedicated to the business unit.  U.S. Bank has offices in 17 states with Relationship Managers or Account Coordinators located in most major metropolitan areas throughout the United States.  
We have assembled a highly specialized service team to guide you through the implementation and management of your CAL-Card program and to provide superior ongoing consultation and service.  The dedicated U.S. Bank CAL-Card team has unsurpassed knowledge in state procurement as well as in-depth knowledge of all of the CAL-Card state agency and local government participants.  The dedicated team in California consists of four individuals who are supported by a large infrastructure of support units in Minneapolis, Minnesota.

Reporting Structure

President, Corporate Payment Systems, Rob Abele — Minneapolis, MN
Responsible for Corporate Payment Systems.  Rob has been with U.S. Bank since 1991.  As President, he is responsible for P&L, key decision making and the execution of the Corporate Payment Systems strategic business plan.  Prior to being named President in 1999, he was a senior vice president for Relationship Management and was responsible for overseeing all commercial card relationships.

Due to his experience, Rob is well-grounded in the service and support needs of government.  Rob has maintained a working relationship with the State of California during the course of the current contract.  In his role, Rob will maintain a customer-centric focus, and direct the strategic initiatives of the entire organization relative to the CAL-Card program.
Senior Vice President, Relationship Management, Chad Wilkins — Minneapolis, MN—Responsible for all client relationships and manages those functions within Corporate Payment Systems that touch our company and corporate level contacts.  Chad has been with U.S. Bank since 1992 and has extensive experience in bank management and operations.  His Relationship Management division consists of the Consulting Services group; the Performance Improvement Team; and the State, Government and Commercial Products Relationship Management groups.

Chad will serve as a high-level corporate liaison for the CAL-Card program, ensuring that Minneapolis-based staff coordinate their activities to support the overall CAL-Card goals.

Regional Vice President, Bob Hebert — Palo Alto, CA
Responsible for the overall contract management of your card program.
· Over 13 years of experience working with purchasing cards including nine years experience managing the State of California CAL-Card program.
· Responsible for strategic and tactical planning and execution with the State, helping to determine program needs and opportunities and develop a plan for maximizing the State’s card spend opportunities.

Support Structure

U.S. Bank has a highly specialized and efficient account service structure for the CAL-Card program.  There are four California-based U.S. Bank CAL-Card team members, as well as a support team in Minneapolis that is dedicated to the program.  Each Agency is provided with four primary layers of support:  Relationship Manager, Account Manager, Account Coordinator and the U.S. Bank Customer Service Center.

Over the course of the current contract, U.S. Bank has and will continue to consistently add quality support staff to meet the relationship management needs of the growing CAL-Card program.  Additions to staff will be predicated on program growth, based on either volume spend or participant count, and would roughly translate into one additional in-state based relationship manager for incremental yearly volume growth of $100 million, or incremental participating agency growth of 250 agencies.
U.S. Bank has a Regional Vice President, two Relationship Managers, and an Account Manager within the State of California.  These individuals are located in both Northern and Southern California.


· Relationship Managers, Susan Kissee (Modesto, CA) and Sheri Kuhn (Manhattan Beach, CA)— U.S. Bank has a team of Relationship Managers, many with experience working with large State and University contracts, located in 16 states including Washington, Oregon, Colorado and Minnesota.  Bank Relationship Managers provide direction during program implementation and facilitate success of your program through continued consultation and responsibility for account performance, program updates and product enhancements.  Key biographical information and responsibilities include:

· Susan Kissee has over ten years of purchasing card experience including 6 years experience as lead Relationship Manager on the State of California CAL-Card program.  Prior to joining U.S. Bank, Susan managed the purchasing card program at CSU Stanislaus.

· Sheri Kuhn has over seven years of purchasing card experience, including six years supporting the CAL-Card program.
· Understand the State’s goals and objectives

· Provide consultation for an effective implementation

· Introduce Implementation Project Managers, Business Consultants, Solutions Consultants, and Account Coordinator

· Participate in implementation meetings as necessary

· Develop and monitor mutually determined account performance goals

· Maximize value of the purchasing card program through continuing  program consultation

· Coordinate with other U.S. Bank departments to ensure best-in-class service

· Facilitate program enhancement projects focusing on agency’s adopting industry best practices and expanding the application of purchasing cards

· Introduce all other U.S. Bank value-added products and services designed to enhance the overall client relationship

· Account Manager, Lisa Blalock, Sacramento, CA—Supports new agency contracts, and implementation, as well as providing program and technology training and support.

· Lisa has over 10 years of experience working with U.S. Bank, as well as seven years supporting the CAL-Card program

· Coordinates receipt of all new agency set ups, and is the primary initial contact point for new implementations

· Tracks and reports on the implementation pipeline

· Responsible for contracting, program and technology training with new agencies.

· Performs instructor-led technology training for classes throughout the State

· Is trained on and presents State CAL-Card marketing overview sessions throughout the State

· Retrains new agency contacts on program when agencies transition program management staff.

· Serves as liaison and interfaces with internal Bank staff for issue investigation and resolution, and custom agency requests.

· Develops and presents content for quarterly User Group meetings.

The U.S. Bank CAL-Card team is directly supported by the following areas of Corporate Payment Systems, and will work with the CAL-Card Contract Manager and participants to direct contacts to the appropriate departments when necessary and ensure a high level of customer satisfaction.

Government Services Account Coordination Unit – Stephanie Gardner, Manager, Minneapolis, MN
· Account Coordinator, Ernest Edwards, Minneapolis, MN—Provides ongoing daily servicing and consulting support to your contract regarding U.S. Bank products, processes and best practices.  Ernest assists Agency Program Coordinators with all aspects of program management and is part of a team of seven which support the CAL-Card program.
· Ernest has eight years of experience in card products and four years experience working on the CAL-Card program

· Consults and trains on program best practices and U.S. Bank program tools

· Evaluates reporting needs and helps maximize your online reporting environment

· Changes report and hierarchy options

· Produces and distributes ad hoc reports not available through our online reporting options

· Identifies and investigates reconciliation or out-of-balance issues

· Helps resolve delinquency issues and questions
· Educates agencies on process and benefits of Visa Liability Waiver Programs


Implementation and Project Management Unit – Diane Morse, Manager, Minneapolis, MN
· Implementation Project Managers— The implementation project manager provides project leadership.  This individual will design a detailed project plan, capture business requirements and monitor the overall status of the implementation tasks.  The Implementation Project Manager’s responsibilities include:

· Consult with clients on their overall implementation goals and objectives

· Consult with clients on program setup

· Document business requirements

· Customize and manage project plans

· Prepare meeting agendas

· Track issues and assist in resolution

· Collect account setup information

· Coordinate the setup of Access Online, our web-based program management tool

Solution Consultant Unit, Bill Foreman, Manager, Minneapolis, MN


· Solution Consultant, Chris Kurtz—The Solution Consultant will be the liaison between the State and Local Agencies and the U.S. Bank MIS team during the implementation process to determine all data technology needs and interface requirements for financial systems and file delivery methods.  The Solution Consultant will work with the Agency and Relationship Manager to help determine system requirements.  Responsibilities include:

· Attends appropriate meetings with the Implementation Project Manager and Relationship Manager

· Supports the implementation of advanced Access Online features

· Provides ongoing pre- and post-sales support for web-based program tool, Electronic Data Interchange (EDI) and mapper development

· Consults with the State on eCommerce, eProcurement, eCatalog and related initiatives

Payment Strategy Consulting Unit  – Mark Becker, Manager, Lake Orion, MI
This group’s charter is to assure that each participating agency is fully leveraging the CAL-Card program, and offers a consultative service centered on gaining a deep understanding of an agency’s current processes, and recommending best practice solutions and other card opportunities based on in-depth meetings, needs assessment and analysis.
· Business Consultant, Justin King, Boise, ID—The Business Consultant will be the liaison between the State and Local Agencies and the U.S. Bank Implementation Project Manager during the implementation process.  The Business Consultant will work with the Agency, Relationship Manager and the Agency’s functional departments (AP, Purchasing, Tax, Audit, etc.) to help determine program set up requirements.  Responsibilities include:

· Supports CAL-Card program implementations

· Recommends Policy and Procedure Best Practices

· Performs AP Data Analysis recommending commodity and vendor targets for the CAL-Card as the method of payment

· Monitors ongoing account growth, development and performance

Other Organizational Support


· Customer Service Representative Department, Fargo, ND—Provides account information to cardholders toll free (24 hours-per-day, seven days per week).  A call-in number is also available for collect calls and international access to this unit.

· General inquiries, such as account balance and status, spending limit availability, and reporting and tracking of disputes and fraud.
· Account maintenance requests, such as card activation, name and address changes, account closures, card replacement, manual transaction authorizations, processing lost/stolen card reports and resets for Access Online passwords


· Technical Support Help Desk, Fargo, ND—The Help Desk assists Access Online users with password resets, system navigation and troubleshooting via a toll-free number.  Any system issue that the Technical Support Help Desk is not able to solve is forwarded to the next level of support.


· MIS Department, Minneapolis, MN—The members of the MIS department support your agency’s request for ad hoc or custom reports that may be needed over and above the standard and custom reporting in Access Online, as well as data file delivery for systems integration.  Your requests should be submitted through your Account Coordinator or Relationship Manager.  Reports and files are delivered electronically.

· Customer Service/Research Department, Fargo, ND—Processes cardholder or agency-requested billing and payment disputes.  Cardholders may initiate the dispute process by accessing our Access Online internet tool, following the steps outlined on the back of the monthly statement or calling Customer Service.

· Invoice Payment Services, Fargo, ND
Recognizing the importance of accurate and timely posting of payments, this department has the strictest service standards.  This department is required to post payments on the same day that they are received, and payments for the CAL-Card are posted with an effective date of the date of the check.  We encourage agencies to pay us electronically through Electronic Funds Transfer (EFT) or Automated Clearing House (ACH); however, we realize many agencies do not have these payment capabilities, and gladly accept all forms of payment.

· U.S. Bank Investigations Department, Fargo ND—Consists of individuals who are trained in preventing and researching fraud activity.  They work closely with Visa Customer Service and the Research Department to identify fraud rings and develop security and prevention guidelines.
Summary and Future Plans

U.S. Bank has displayed a strong commitment to providing the State of California with best-in-class service.  Over the course of the relationship, U.S. Bank has increased staff as the CAL-Card program has grown.  U.S. Bank has most recently provided the State with a dedicated Account Manager located in California.  

U.S. Bank has supported the CAL-Card program in many ways, including:

· Senior Management and/or Relationship Manager participation in all CAL-Card User Group meetings and development of content and presentations

· Support and/or participation in CAL-Card marketing events

· Providing on-site support staff for product demonstrations

· Providing on-site support for Program Overview presentations

· Providing technology training 

· Providing superior customer service

With more than 750 employees dedicated to the functions of Corporate Payment Systems, U.S. Bank is prepared to provide the State of California with increased staff and support as the CAL-Card program grows.

(3)
Marketing and Training Plan 

This section must describe the bidder’s marketing and training plan for the CAL-Card Program.  The bidder must detail their level of commitment and participation on the required staffing and financial support for conferences, marketing, advertising materials, in compliance with Section II – Contract, B. Statement of Work, 6.  Marketing and Training Plan.  

The Marketing and Training Plan for the CAL-Card Program shall also include, at a minimum, the following:

· Support and strategies to retain and recruit Participating Agencies

· Marketing and advertising material samples and distribution plan

· Commencement conferences

· Marketing staff

· Internet site

· Marketing CAL-Card to contractors that hold government (state and local) contracts

· Future strategies

· Conference Participation

· Classroom Training

· User Group Meetings

· Web-based Training

· Training on a CD

· Train-the-Trainer

· Web-based Program Management Training for Participating Agencies

CAL-Card Program Marketing & Promotion

U.S. Bank will continue to support the marketing and promotion of the CAL-Card program.  The number and location of the Relationship Management staff servicing the CAL-Card program provides U.S. Bank with the unique opportunity to assist the State with on-site local representation at promotional functions in all major metropolitan areas of the state.  In addition, U.S. Bank has a large Product and Marketing group which develops content for, produces and inventories unique CAL-Card marketing and support materials in a variety of media.
Support and Strategies to Retain and Recruit Participating Agencies

The U.S. Bank retention strategy centers upon providing each agency with quality products, services and support resulting in a high retention rate.  In fact, retention rates for the current CAL-Card program provided by U.S. Bank are greater than 99 percent.  None of the participants who have exited the program have attributed the change to dissatisfaction with U.S. Bank or the CAL-Card program.  This retention rate is a direct result of the innovation, flexibility and consultative support afforded to both agency level contacts and cardholders.

U.S. Bank has historically supported the State’s marketing efforts through both funding and participation at major trade shows and other conferences.  U.S. Bank views these activities as vital to the success of the CAL-Card program, and will continue to provide appropriate support staff and financial assistance. 

The CAL-Card program is actively marketed by U.S. Bank Relationship Managers, U.S. Bank Regional Sales Managers, Local Branch management, and contacts in the U.S. Bank Government Banking organization, who promote CAL-Card whenever they approach State and Local agencies regarding cash management or other depository relationships.  All government bankers are educated and provided with updated CAL-Card marketing materials to assist with the on-going promotion of the program.  
The existence of approximately 125 bank branches and approximately 200 state and local government cash management relationships gives U.S. Bank the unique opportunity to generate leads for the CAL-Card program.  

Current local agency participants’ positive experiences with CAL-Card produces a significant referral network in promoting CAL-Card both to their neighboring localities and to like agencies within their Agency type.  In addition, measurable program growth can be attributed to Agency Program Coordinator movement from one location to another where CAL-Card is then introduced and implemented at the new location.

U.S. Bank is a leading issuer of purchasing cards in the corporate sector, and maintains a strong long-term relationship with the Federal Government.  This name recognition and leadership position in the marketplace translates into high-level exposure for U.S. Bank to State and Local governments.

All of these market channels result in a high awareness and constant growth of agencies participating in the program. 

To assist in proactively recruiting agencies, U.S. Bank also offers a direct marketing program. Mailings will be sent twice each year via e-mail or postal mail, depending on the list provided by the State.  The mailing will feature information on the CAL-Card program benefit, and will include an invitation to regionally-located marketing and training overview sessions conducted by U.S. Bank personnel.

Marketing and Advertising Material Samples and Distribution Plan

U.S. Bank currently funds and provides the State or participating agencies of the CAL-Card program with marketing and program materials.  These materials have been developed exclusively for the CAL-Card program and contain unique logos and identifiers that provide the CAL-Card materials with a distinguished, branded look.  Please refer to Exhibit 2 for copies of CAL-Card Forms.
This is part of the multi-tiered approach employed in the distribution of marketing materials.  U.S. Bank provides the CAL-Card Team with a supply of all guides and marketing materials for the program for their use and distribution.  In addition, U.S. Bank supplies these same materials to each agency at the time of implementation.  Marketing materials and program guides are available for download on the Procurement Division website or a U.S. Bank-hosted CAL-Card website.  
In order to promote Supplier awareness and acceptance of the CAL-Card, U.S. Bank has and will continue to provide a supplier guide to interested Merchants.

U.S. Bank will, with DGS input, regularly update all of the marketing and training materials, and make them available in multiple media types, including hard copy, CD, Adobe, Word, etc.
Commencement conferences

U.S. Bank will support the commencement conference requirements as outlined in the RFP.  This will include a minimum of five commencement conferences within the first ninety days of award of the contract.  Three conferences will be held in southern California locations (Los Angeles, Riverside and San Diego), and two will be held in Sacramento.  The conferences will formally introduce the new contract program to participating agencies and prospective participants.  The format will include formal presentations and Q&A sessions, which at a minimum will include several speakers (from both U.S. Bank and participating CAL-Card agencies) and details of services offered by U.S. Bank.  U.S. Bank will conduct a mass mailing of conference literature in order to announce the upcoming events, as well as post the materials on the appropriate website.

Marketing staff

The U.S. Bank Corporate Payment Systems structure includes a full product and marketing group tasked with developing product enhancements and all necessary marketing support for our product offerings.

The CAL-Card program has designated Product and Marketing managers.  The primary responsibilities for these individuals include the development and creation of the CAL-Card marketing materials and the management of inventory.

Website

U.S. Bank will work collaboratively with the State to maintain and enhance the existing CAL-Card website or we will host, if desired, a freestanding website for the CAL-Card program.  

The existing website allows CAL-Card program participants and interested agencies anytime, anywhere access to the latest information on the CAL-Card program.  This site has proven to be an effective and informative communication tool for participants, and includes the following features:
· Forms – All of the account setup and maintenance forms that an agency may require are available in electronic format and may be downloaded from the site. 

· Reports – Sample reports and field descriptions are available to download and print.

· Guidebooks – All guidebooks will be placed on the website and may be viewed online or downloaded to an individual’s desktop for later review and distribution.

· FAQ Section – A list of frequently used terms and answers to common program-related questions.

· Updates – Lists communication updates from U.S. Bank and the Department of General Services CAL-Card team.

· Implementation – Dedicated to providing agencies with an overview of the implementation process and key steps within that process.

· Contacts – Lists key contacts at U.S. Bank and the Department of General Services CAL-Card team.
· Schedules and Sign-up Information for Training Classes and User Group Meetings
Marketing CAL-Card to Government Contractors
U.S. Bank will collaborate with contractors who are identified by the state or local government to be a strategically sourced supplier or through our program optimization efforts.  Through this initiative we will work with the contractors to encourage and promote the CAL-Card as a preferred payment mechanism.  This may entail strategic initiatives and consultative services that we will gladly provide to all participating agencies.

Future Strategies

Targeted Marketing
U.S. Bank will collaborate with the Department of General Services CAL-Card team to identify agencies that are underutilizing their CAL-Card program.  An outreach plan will be developed that targets these agencies.  The outreach plan would include, but is not limited to, a direct mail piece, follow-up phone calls and individual strategy meetings.  This type of approach would also be taken with any state or local government agencies that are not current CAL-Card participants.  

Program Optimization

U.S. Bank will utilize the lessons learned in our seventeen-year history of building programs similar in size and scope to the State.  Our internal Business Consultants will analyze an Accounts Payable data file of the State’s supplier payments to determine the appropriate payment format for each supplier.  U.S. Bank will provide you with relevant case studies describing the program successes of some of our other clients.  We will emulate the strategies and tactics of our past achievements to ensure the success of the State’s program.  We will provide program optimization services for all participating agencies.
Strategic Sourcing

U.S. Bank will help the State of California promote the CAL-Card purchasing card program in a number of ways.  First, we will determine which key suppliers are not currently accepting Visa through our Visa Supplier matching service. Secondly, we will focus the efforts of our Merchant Payment Systems sales force on these specific suppliers.  Third, we will examine the pain points within the program.  We will ascertain whether specific requirements are being met (e.g., data capture, etc.) and formulate a plan to provide a solution that would allow CAL-Card to be the payment mechanism.
Conference Participation

U.S. Bank will participate in and provide financial support for representing and promoting the CAL-Card Program at the various conferences throughout California as noted in Section 2, item 6a.  We will provide for the following:

· CAL-Card logo promotional items to be used as give-a-ways.
· Conference registration, conference fees, and exposition booth fees for a minimum of two State employees per conference. 
· If requested, U.S. Bank staff to assist in booth duties or CAL-Card presentations at the conference.

User Group Meetings

U.S. Bank will be responsible for scheduling, securing meeting rooms, setting agendas, preparing handouts, and conducting User Group Meetings.  User Group Meetings will provide a forum for the Department of General Services, U.S. Bank and State/Local Agencies to discuss current program issues and concerns, present case studies and provide current or enhanced program information.  The User Group meetings will be conducted on a quarterly basis in Sacramento as well as other locations throughout the state.  The additional locations will be determined by proximity to large participating agency geographical centers.  

CAL-Card Program Overview Presentations

U.S. Bank will redesign the CAL-Card overview presentation to fit the needs of the new program.  This presentation will cover all aspects of the CAL-Card program.  Presentation handouts will be produced and distributed during all CAL-Card Overview sessions.  The presentation will also be posted on the CAL-Card website. 
Mass Mailing
U.S. Bank will fully support all CAL-Card-related mass mailings for the Department of General Services CAL-Card team.
Training

From electronic self-study programs to instructor-led classes, U.S. Bank empowers our clients to get the most out of their purchasing card programs.  The following training tools and services are offered to the State of California:
Web-based Program Management Training 
During implementation, new agencies will be directed to a CAL-Card specific website to view and download training materials and templates.  Tools such as a sample policy and procedures manual, cardholder communications and necessary forms will be posted on this website.

Classroom Training

U.S. Bank will assist with the development of a State approved training program.  The program training will be conducted in a classroom setting and/or via Webcast.  Training materials and PowerPoint presentations fully describing the roles and responsibilities of the Cardholder, Approving Official, Billing Office and Agency Program Coordinator will be developed within the terms of the contract.  Training materials at minimum will include the following:

· CDs
· Printed workbooks

· PowerPoint presentations

Training will be a maximum of a half day in length and conducted a minimum of once per month in the Sacramento area and at six additional locations annually throughout California.

In the event that the State cannot provide facilities, U.S. Bank will be responsible for securing training locations.  U.S. Bank will identify, schedule and pay for training rooms in locations that reach the maximum number of government entities that are current or prospective participants in the CAL-Card Program.  
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Web-based Training

Electronic Self-study web-based training (WBT): The Access Online WBT delivers a comprehensive and interactive customer training environment.  The WBT can be accessed 24/7 through the Internet and provides a module for Cardholders, Approving Officials, and Agency Program Coordinators.  Upon logging in, participants can choose which lessons they wish to work in for the session, or can choose to work through all the lessons.  Passwords will be provided to the State during program implementation so WBT training can begin right away.  User manuals are available for each module and can be viewed online, printed or downloaded to the trainee’s computer. The U.S. Bank WBT features a certification tool which enables agencies to track who has successfully completed training chapters, and to issue completion certificates.  Reports are available to Agency Program Coordinators.

Instructor-led Web Conferencing: U.S. Bank offers ongoing scheduled classes to our clients.  The instructor-led training is designed for Agency Program Coordinators and Billing Office contacts.  During the session, participants view the Access Online system on the Internet and dial into a phone conference number to interact with the U.S. Bank trainer and other participants.  The agency completes registration for sessions via our online registration system.


Currently, U.S. Bank offers classes on transaction management, cost allocation, account setup and maintenance, account code validation, order management and reporting functionality.  Agency Program Coordinators, Billing Officials and Approving Officials may attend classes as many times as they wish.  Each class is ninety minutes in length, which allows for the trainer to introduce Access Online, provide specific training and take questions.  Web conferencing allows users to view Access Online just as they would at their own desks, as well as work in the system to run reports and view statements, among other functions.

· Classroom Training:  U.S. Bank will offer Access Online training for Agency Program Coordinators in a classroom environment.  The training will encompass Access Online and a refresher for Agency Program Coordinators.  The training will be held in computer labs allowing for a hands-on experience.    Training sessions will be scheduled quarterly, alternating between Northern California and Southern California.  U.S. Bank will secure the computer labs and schedule the classroom trainings.  Training materials (Access Online User Guides, Quick Tips, etc.) will be provided during the classes. 

· Training on a CD:  U.S. Bank will provide a CD that includes all CAL-Card related training materials (guidebooks, overview presentation, forms, etc.)

(4)
Purchasing Card Acceptance

This section must describe the bidder’s Purchase Card Acceptance for the CAL-Card Program and compliance with Section II – Contract, B.  Statement of Work, 7.  Purchase Card Acceptance.

The bidder with the highest number of supplier physical locations will be considered as 100% of the available suppliers and will receive the maximum allowable points.  A bidder with a lower numbers of suppliers will receive points based on a prorated percentage of the highest number of approved suppliers.  The State is looking for the widest possible acceptance.

Number of Accepting Suppliers

The State desires a purchase card with the widest possible acceptance by a variety of suppliers that provide products and services.  The bidder must provide, as of 12/31/05 or latest, the total number of each individual actual location of suppliers that accept the proposed card.  An individual actual location is defined as the supplier’s physical location.  Each physical location shall be counted as one, even though it may have multiple card terminal acceptance sites.  The bidder must provide the number of accepting suppliers in the:
· State of California

  1.4 million                          s
· All other Purchasing Card Acceptance (e-commerce, internet, national, international, all other physical locations outside of California, etc.)
  22.6 million                  n
U.S. Bank commercial cards can provide the State with access to the world’s largest acceptance network with merchant and cash locations in 150 countries.  Our vast worldwide acceptance via the Visa network ensures your employees access to goods, services and cash around the globe – eliminating the need for more costly alternatives (such as petty cash or cash advances) and ensuring that the State captures detailed transaction data on every purchase.

U.S. Bank understands that there are State employees utilizing CAL-Card across the state including many in rural counties.  We feel that Visa’s coverage in rural areas of the state is unsurpassed.

(5)
Customer Service/Support System 

This section must describe the bidder’s Customer Service/Support System and compliance with Section II – Contract,  B.  Statement of Work, 8.  Customer Services/Support System.

U.S. Bank is committed to providing the State of California CAL-Card program participants with a high-quality service system that is dependable and flexible.  With more than 750 employees dedicated to the functions of Corporate Payment Systems, the infrastructure provided in support of the CAL –Card program is unsurpassed.  Employees of Corporate Payment Systems are based in Minneapolis, MN; Washington, D.C.; Fargo, ND and regionally across the United States.  The U.S. Bank CAL-Card team is based in California with Relationship Managers in Palo Alto, Modesto, Sacramento and Los Angeles.  Of the 750 employees, approximately 525 are in the Relationship Management, Sales, Product, Marketing, Operations and Finance areas; 150 are in Cardholder Customer Service and 75 are in Collections.  

The 750-plus U.S. Bank Corporate Payment Systems employees support more than 1,700 clients and more than $15 billion in annual spend volume.

U.S. Bank Customer Service Center – Fargo, ND and Coeur d'Alene, ID
U.S. Bank has a toll-free, 24-hour, 365-days-a-year Customer Service unit fully dedicated to the Corporate Payment Systems Program (1-800-344-5696).  The 150,000 square foot telephone service center in Fargo, N.D. consists of over 130 full time staff.  It is supported by a state-of-the-art IVR (Interactive Voice Response) unit and a ROLM ACD (Automatic Call Distribution Unit).  We also have a new Customer Service Call Center located in Coeur d’Alene, Idaho, which opened in 2005.  In a time when many large companies are moving call centers overseas, we are proud to state that we keep our jobs and community investments in the United States.

The Call Center has both a dedicated toll-free 800 number and a number that will accept collect calls if a cardholder is out of the country.  These numbers provide Cardholders or Agency Program Coordinators with the ability to easily access account information.

By dialing a toll-free number, cardholders can use the IVR or speak to a Customer Service Representative about issues pertaining to their accounts.  Cardholders, Program Administrators and Alternate Program Administrators will receive immediate assistance on matters such as posted transactions, billing, available limit, lost or stolen card procedures, declined transactions, fraud and a variety of other issues.

Cardholders who are traveling internationally have access to their cardholder information by calling the Visa Assistance Center (VAC) through a toll-free telephone number (1-800-VISA-911 domestic, and 1-410-581-9994 worldwide collect).  The VAC offers global, year-round, 24-hour, seven-days-a-week service, as well as a gateway service directly to U.S. Bank.
Before ever taking a call from a Cardholder or Agency level contact, each Customer Service Representative (CSR) undergoes an intensive two-week training course, which includes an in-depth review of the CAL-Card guides.  Also, each CSR has access to a comprehensive database, which includes all pertinent information about the CAL-Card program.

The Customer Service Center is equipped with state-of-the-art technology designed to track the performance metrics of the Customer Service Representatives.  This provides U.S. Bank with the ability to track both time and number of customer contacts, and other call volume-related activity.  

The Call Center receives approximately 75,000 calls per month where a caller bypassed the automated response system (IVR) to talk directly with a Customer Service Representative.  Our IVR handles approximately 105,000 calls per month for a total of 180,000 calls.  Our Average speed to answer goal is 10 seconds or less.  For the months of February through April 2006 our average speed to answer ranged from 6-9 seconds.  

Monthly cardholder surveys are used to monitor and track performance of the Customer Service Center.  The surveys are distributed to Cardholders who have contacted the Customer Service  Center in the previous month and provide the opportunity for Cardholders to rate their experience in several different categories.  Feedback and comments from these surveys are used to improve process and procedures for the Customer Service Center.

CAL-Card participants ranked Customer Service as follows:

	Customer Service Center Performance Attributes
	Score 

	Was professional
	9.3

	Was courteous
	9.3

	Was knowledgeable about U.S. Bank’s card programs
	9.1

	A Customer Service Center representative answered your call in a timely manner
	9.1

	Clearly understood your request when you contacted them
	9.0

	Provided accurate information
	9.0

	Was interested in solving the problems or fulfilling the request
	8.9

	Provided solutions in a timely manner
	8.9

	Had the authority to handle your requests or problems
	8.9

	Provided useful assistance to resolve issues
	8.9

	Gave clear explanations of U.S. Bank’s policies and procedures
	8.6

	Kept you updated on the progress of the resolution
	8.3

	
	

	Overall Satisfaction with Customer Service Center
	Score 

	Satisfied
	93%

	Neither Satisfied nor Dissatisfied
	6%

	Dissatisfied
	1%

	
	

	Mean Score
	9.0


Other Customer Service Center Functions

Control Room

U.S. Bank provides the State of California with a dedicated fax line that is used to submit account maintenance, setup and information requests.  Faxes to this line are recognized to be exclusive to the CAL-Card program, and are routed to the appropriate departments for processing.

Account Initiation

Two full-time employees are dedicated to the CAL-Card hierarchy and account setup.  These individuals have primary duties in the areas of Agency level, Approving Official and Cardholder account setup.  The Account Initiation team is trained in the particulars of the CAL-Card program, and regularly meets with the Relationship Management team to discuss the CAL-Card program.  A 100% quality check is performed on all new account setups.

All applications are processed and new cards are produced and shipped within three business days of receipt of the application.  

Note that Access Online enables an Agency to perform their own account setup processing and maintenance.  Account Initiation provides another avenue for completing this task.

Card Production

U.S. Bank maintains control of the entire card production process.  By providing this functionality in-house, U.S. Bank can ensure the highest level of service standards and security.  The card production area is located in a secure area utilizing surveillance cameras to monitor the production process.  The inventory of CAL-Card plastic is held in a secure vault.

Account Maintenance Staff

This unit employs one full-time staff person who is dedicated to the State of California CAL-Card program.  This person  reviews and processes paper maintenance requests.  All requests will be processed within 48 hours and will go through a 100% quality check.  This quality check will include a verification of the hierarchy, agency and the Agency Program Coordinator for security purposes.
U.S. Bank monitors quality and timeliness through a system of daily activity reports.  Currently U.S. Bank is meeting our 48-hour service standard with a compliance rate of over 99 percent.

Note that Access Online enables an Agency to perform their own account maintenance processing.  The U.S. Bank Account Maintenance employee provides another avenue for completing this task.

Invoice Payment Services

This unit employs eight people whose job functions include processing payments received from CAL-Card agencies, reconciling and collecting on CAL-Card invoices.  We take great pride in our Invoice Payment Service team and the relationships they have built with the CAL-Card agencies.  Three full-time staff are dedicated to the servicing of the CAL-Card program.

Recognizing the importance of accurate and timely posting of payments, this department has the strictest service standards.  This department is required to post payments on the same day that they are received, and payments for the CAL-Card program are posted with an effective date of the date of the check.  We encourage agencies to pay us electronically through Electronic Funds Transfer (EFT) or Automated Clearing House (ACH); however, we realize many agencies do not have these payment capabilities, and gladly accept all forms of payment.

Dispute Processing
This department processes payment disputes on behalf of cardholders and consists of 14 full-time staff.  All of the staff members are trained on the State of California CAL-Card program.  Cardholders may initiate the dispute process by accessing our web-based tool Access Online, by following the steps outlined on the back of the monthly statement or by calling Customer Service.

Technical Support
The Technical Help Desk is available via a toll-free number Monday through Friday 4:30 am to 6 pm Pacific Time.  This department assists Access Online users with password resets, system navigation and troubleshooting technical issues.  They are also available via e-mail at techsupport@usbank.com.  Any system issue that the Technical Help Desk is not able to solve is documented and researched, and the customer is called back within 24 hours with a resolution.  After hours, calls to the Technical Help Desk will roll to the 24-hour Customer Service Center.  The customer service representative can answer basic questions and perform password resets.  If callers have additional questions or needs after hours, the customer service representative will log the specific issue so that a help desk support person may assist the caller the next day.

Fraud Investigations Department

This department consists of individuals who are trained in preventing and researching fraud activity.  They work closely with Visa Customer Service and the Research Department to identify fraud rings and develop security and prevention guidelines.  If fraud is suspected, the cardholder is immediately called to verify the transaction.  If the cardholder cannot be reached, the account is suspended and the transaction is escalated to the Agency Program Coordinator for verification.
Quality Assurance

Each department regularly monitors quality of service through regular reviews of department performance.  In addition, U.S. Bank sends out an annual Customer Satisfaction Survey to ensure our customers’ needs are met, and that we are providing the highest level of service.  The CAL-Card Contract Manager has given U.S. Bank a satisfaction rating of 100% each year since we have been doing business with State of California.  We also received a high overall average customer satisfaction rating of 95% from all of our Corporate Payment Systems customers in 2004 and 2005.
Service Alerts 

Within two hours of an issue occurrence, U.S. Bank will report to the CAL-Card Contract Manager and any affected CAL-Card participant when there has been a product or system error and the resulting resolution plan.  The below outlines our Service Alert process:

1. An issue impacting CAL-Card is identified

2. Service Alert is completed by U.S. Bank department/area responsible for issue
3. U.S. Bank Relationship Manager contacts State Contract Manager and any impacted agency to inform as to the issue and tentative resolution timeline
4. Responsible department/area communicates resolution of Service Alert to all who may be impacted by issue.
5. Resolution and or corrective action is identified and communicated to CAL-Card Contract Manager and CAL-Card participants by U.S. Bank Relationship Manager.
(6)
Statewide Transition and Implementation Plan  

This section must describe the bidder’s proposed approach and plan for an orderly transition at the start of the contract, upon contract termination or completion, and compliance with Section II – Contract, B. Statement of Work, 9.  Statewide Transition and Implementation Plan.
U.S. Bank has many years of experience transitioning clients from one incumbent provider to the U.S. Bank purchasing card platform.  

Upon award of the contract, we will immediately begin the transition plan.  We will commit to a six-month conversion timeframe, with the exception of those agencies who may not be able to move in this time line due to internal factors.
Agency Enrollment and Implementation

All agencies that are currently in the implementation pipeline will be contacted and notified of the new contract.  New contract addendums, guides and training information will be disseminated.  See Section I, 1 for a detailed implementation process.

Contractor Staffing for Implementation 
· Minimum of two Implementation Project Managers

· Three Relationship Managers

· One Account Coordinator and support team

· Two Technical Support staff

· Two U.S. Bank Product and Marketing staff

· One Business Consultant

High Level Action Items

1. Week One:  Meet with the CAL-Card Contract Manager to discuss transition plan.  

2. Month One:  Request that incumbent provider supply an excel spreadsheet or other data file of current Approving Officials and Cardholder record data elements.  These electronic files will be reformatted to U.S. Bank specifications to assist in the bulk reissue of cards for an agency.  

3. Month One:  Develop communication plan for agencies inclusive of overview of Master Service Agreement, include instructions on contract addendum, schedule of commencement conferences and training opportunities, primary contact form and toll-free number for questions.  
4. Months One and Two:  Send out initial communication to Agency Primary Contacts, Billing Officials, Approving Officials and Cardholders via mail.  

5. Months One and Two:  Verify all primary contacts and receive updated information including e-mail address.  

6. Months One and Two:  Validate all primary Agency Program Coordinator contacts through follow-up phone calls and/or e-mail.  

7. Month One:  Identify locations and schedule Commencement Meetings through the State including Sacramento, Bay Area, Southern California and San Diego areas.  

8. Months One and Two:  Develop and schedule training classes throughout the state in both northern and southern California.  

9. Months One and Two:  Post all information to CAL-Card website.

10. Months One:  Request that incumbent provider supply an excel spreadsheet or other data file of current Approving Officials and Cardholder record data elements.  These electronic files will be reformatted to U.S. Bank specifications to assist in the bulk reissue of cards for an agency.  
11. Month Two:  Design and publish all program guides.  

12. Month Two and Three:  Create program CD-ROM. 

13. All Months:  Meet with agencies as deemed necessary to discuss the transition to the new contract.   
14. All Months:  Coordinate account set up with U. S. Bank implementation unit and quality assurance unit to ensure error-free set-up.  

15. All Months:  Ensure that all issued cards are delivered to the designated Agency Program Coordinator for distribution or to the cardholder depending on agency request.  

16. Months Three through Six and Ongoing:  Inform participants of Access Online system, web-based training site.  

17. Months Three through Six and Ongoing:  Conduct Access Online training forums throughout the State including major metropolitan areas mentioned above.  

Should U.S. Bank, as the incumbent supplier, not be awarded the ongoing CAL-Card contract, we will continue to work as a partner with the State to ensure a smooth transition to the new contractor.  Of essence, is the need to make the transition minimally disruptive and seamless to the current participant agencies.  U.S. Bank will make every effort to facilitate the transition within the six-month timeframe.  

Your lead Relationship Manager will be the primary transition contact with the State.  All pending implementation files will be returned to the CAL-Card Contract Manager. 

U.S. Bank will provide a tracking spreadsheet that includes key transition parameters, ensuring an orderly and accountable transition.

Electronic data files, exclusive of account numbers and expiration dates for all participating agencies, will be provided to either the participating agency or the CAL-Card Contract manager.

As long as a valid contract is in force, U.S. Bank will not close any U.S. Bank issued CAL-Card accounts, except those processed in the course of normal maintenance, until such time as directed by either the participating agency or the State.  Once a request for account closure is received by U.S. Bank, the card(s) will be terminated within 48 hours of notification to U.S. Bank.

Detailed reporting on outstanding invoices will be provided to the state and the respective agencies.  U.S. Bank will, utilizing its current collection unit, work with each agency to close out all outstanding invoices in the timeliest fashion.

If desired by the State, fraud monitoring parameters may be more closely monitored to prevent Cardholder misuse of the CAL-Card during this time.

U.S. Bank realizes that the time commitment and cost of transition can be very high and will work with the State to minimize the effects of this on the participating agencies.

Please refer to Exhibit 3 for the Transition Project Plan.
(7)
General Capabilities
This section must include the bidder’s profile and describe competitive position, future commitment, references, product features, and controls.

Bidders must address their company’s general capabilities as they relate to the following issues and questions.

(a)
Company Profile

1)
State whether your company is local, regional, or national.  Include information  on any affiliates and/or subsidiaries. 
U.S. Bank Corporate Payment Systems is a business unit of U.S. Bancorp, a diversified, NYSE-listed, Fortune 500 financial services company headquartered in Minneapolis, Minnesota.  The following overview highlights the bank’s history, organizational structure and development.  

Top-Ranked Bank – U.S. Bank is currently the sixth largest bank in the United States, with $209 billion in assets and 2,400 banking offices in 24 states.  Nearly 900,000 companies—including 85% of the Fortune 500—entrust U.S. Bank with some portion of their banking business.  U.S. Bank is a company with a distinguished tradition, having provided trust services since 1853.  According to a survey of institutional investors published in a recent edition of Barron’s, U.S. Bank is the second most respected banking company in the United States and 50th in the world.  This listing comes on the heels of Fortune magazine ranking U.S. Bank as the second best company in the world when it comes to return on revenue.
Significant Commitment to the State of California
U.S. Bank has made a significant investment in the State of California:

U.S. Bank Presence in California:    
3,426 Employees
Total California Payroll for 2005:
$173,792,000
Total California Withholding for 2005:  
$7,934,000
Total California Unemployment for 2005:
$1,532,000
Total California Personal Property Tax for 2005:
$2,087,000
Total California Corporate Franchise Tax Projection for 2005:
$29,560,000
Total California Sales Tax Paid by U.S. Bank in 2005:
$11,006,000
Additional Banking Relationships in the State of California:

· Depository Relationship, including over $1.1B in average balances over the past 12 months 
· Corporate Trust Services – Six State Departments

· Nova Information Services – Merchant Processing for 61 Agencies, Departments and Universities
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Comprehensive Product Offering – U.S. Bank is organized by  the following five major business lines: Corporate Banking, of which Corporate Payment Systems is a component; Private Client, Trust & Asset Management; Consumer Banking; and Commercial Banking.  Each business line delivers a comprehensive suite of financial products designed to meet the needs of its target market.  Many U.S. Bank clients as well as State of California CAL-Card participants have benefited from this product breadth, broadening their U.S. Bank relationships across divisions to include such financial services as government banking, workplace banking and corporate payment systems.

Leading Division – U.S. Bank Corporate Payment Systems became the nation’s first bankcard issuer of commercial card programs in 1989.  By listening to our customers and seeking new ways for federal government, state government and corporations to save money and increase efficiencies, U.S. Bank has created powerful, strategic payment solutions for a constantly changing marketplace.  Recognized as a leading-edge organization, U.S. Bank successfully blends traditional business practices with innovative solutions and a commitment to customer service.  With the largest federal and state government business as well as 285 of the Fortune 500 as customers, we remain the single largest commercial bankcard issuer in the world, and have more service personnel for our commercial payments group than all other competitor banks combined.  Corporate Payment Systems had $27.8 billion in sales in 2005, and we have grown from six employees in 1989 to more than 750 in 2006.

Service Oriented Mission – U.S. Bank has a long-held internal focus on customer satisfaction which has been formalized in the Five Star Service Guarantee.  In accordance with the program, each business line within the bank has created a unique set of guarantees which are tailored to client concerns and backed up with fee guarantees.  The Five Star Service Guarantee is more than a logo; it is a distinguishing feature across all lines of the bank which pervades the daily interactions of the bank’s 50,000 employees.

2)  
Furnish the CAL-Card Program with your company’s service standards and Mission Statement.
Our mission statement clearly articulates our business strategy:  “To provide innovative payment solutions that enable the exchange of value between buyers and sellers anywhere, anytime and by any method.”

The Corporate Payment Systems division of U.S. Bank focuses exclusively on payments; however, we define “payments” differently than other banks.  What other banks refer to as “payment” is really only “settlement” – the movement of money between two or more parties.  U.S. Bank considers settlement to be one step in the payment process.  The full payment process includes the following steps:

· Data Exchange – the efficient, effective, and secure transmission of enterprise system data between organizations to support collaborative business processes.  While certain data is required to satisfy settlement, additional data about the transaction is often need to support other business processes that are either indirectly related or completely unrelated to the settlement process.  Data exchange includes assuring this additional data is available and easily deliverable to the systems that require it.  Currently, we send data files to many agencies throughout California.  
· Compliance – the check or audit to ensure that the purchase being made complies with corporate policies, contracts, pricing and other requirements.  

· Settlement – the physical movement of funds between business partners.  Settlement can be accomplished through a variety of methods, including cash, check, credit card, ACH, SWIFT, EDI or FedWire.

· Accounting – the ability to properly track and account for expenses.  

· Business Intelligence – the ability to collect transaction data from disparate enterprise systems, analyze it and convert it into knowledge that is used as the foundation for making informed management decisions.

By focusing on payments as a process rather than just a transaction, U.S. Bank is able to deliver holistic payment solutions that add value far beyond the traditional purchasing card program.  Part of U.S. Bank’s strategic vision is to ensure our payment solutions are adaptable to a wide range of industries.  U.S. Bank realizes that the State of California has a variety of payment requirements and we offer a variety of solutions that can meet those needs.  

Both organizations can benefit from a strategic alliance.  The State of California will have access to leading-edge technology currently being deployed by U.S. Bank—technology that will provide even greater efficiencies and cost savings than just a simple purchasing card program.  Likewise, U.S. Bank will benefit from the opportunity to extend its payment capabilities to transactions beyond those of a traditional purchasing card.

Five Star Service Guarantee

The U.S. Bank Five Star Service Guarantee is our promise to all U.S. Bank customers.  Each business line within the bank has created a unique set of guarantees tailored to its clients’ concerns, and developed processes for dealing with any failure to meet our guarantees.

The goal of the Five Star Service Guarantee is to demonstrate U.S. Bank employees’ commitment to more responsive, respectful, prompt and helpful service.  This program puts into writing our long-held focus on customer satisfaction.

Below are the Five Star Service Guarantees for Corporate Payment Systems.  There are two sets of guarantees, tailored to specific customer roles: Cardholders and Agency Program Coordinators.

Cardholder Guarantees

1. We guarantee Customer Service Representatives will be available 24 hours, every day.

2. We guarantee we will respond to customer inquiries in a timely manner:

· Phone inquiries made before 3 p.m. CST will receive a response on the same day.

· Mailed inquiries will be processed within 3 business days of receipt.

3. We guarantee cardholder statements will be accurate.

4. We guarantee requests for replacement cards received by 6 p.m. CST will be processed on the next business day.

5. We guarantee customer payments received by 12 noon CST will be processed the same business day.

State of California Participant/Agency Program Coordinator
1. We guarantee customer support will be available 24 hours, every day.

2. We guarantee we will respond to inquiries within 1 business day.

3. We guarantee we will deliver timely billing statements:

· Paper statements will be mailed within 3 days of your cycle date.

· Statement Billing Files will be transmitted by 5:00 p.m. CST the next business day after cycle.

4. We guarantee your Relationship team will be responsible for and knowledgeable about your relationship and will bring you value-added ideas and payment products.

5. We guarantee your Relationship team will contact you on a regular basis and will proactively work with you to improve your program.
Below is a summary of the service performance benchmarks used for our Customer Service Representatives and MIS department.

	Service
	Service Performance Commitment

	Basic Assistance
	Available 24 hours a day, seven days a week to respond to account inquiries and problems, and for notification of billing disputes and requested airline fare credits.

	Telephone Service (monthly average)
	· Answer at least eighty-five percent (85%) of all incoming calls within twenty (20) seconds.
· Allow no more than two percent of incoming calls to be abandoned from queue.

	Dispute Resolution
	· Upon telephone notification by Employee Cardholder, disputed Commercial Card charges will be suspended for a period of up to thirty (30) days, with written follow-up.

· Upon written notification, disputed CTS charges will be suspended.

	Card Production
	· New account cards mailed within three (3) business days.
· Replacement and additional cards mailed within three (3) business days. 

· Cards requested on an emergency basis mailed the same day as requested if request is received by 3 p.m. (EST).

· Reissued cards mailed between the 15th and the 23rd of the month of expiration.  

	Reports
	Mailed within three (3) business days of cycle date or last day of the month.

	Daily Data Download
	Client receives a daily data file of all card transactions for employees.  The file will be available for download each business day no later than 6 a.m. EST. 

	Data Delivery
	Electronic data delivery must meet the following guidelines:

· EDI: five (5) business days after cycle/three (3) day rush.
· 1099: 15 business days after quarter-end.
· Statement Billing File (SBF): five (5) business days after cycle/three (3) day rush.

	Statement Delivery
	Cardholder statements – 100 percent of statements mailed no later than three (3) business days after cycle.

	MIS Report Requests
	· Report delivery must meet the following guidelines:
Standard: five (5) business days after cycle/three (3) day rush.
· Custom: seven (7) business days after cycle/five (5) day rush.
· Pre-population file: five (5) business days after cycle/three (3) day rush.

	Card Applications
	Applications will be processed within three (3) days normal/one (1) day rush.


3) 
How many year(s) has your company been offering purchasing card services?  

U.S. Bank Corporate Payment Systems became the nation’s first bankcard issuer of commercial card programs in 1989.  U.S. Bank began issuing purchasing cards in 1991.  Following is the initial release date for each of our card products:

	Card Type
	Released

	Corporate Travel Cards
	1989

	Purchasing Cards
	1991

	One Cards
	1996

	Relocation Cards
	2001

	One Cards (with split liability)
	2002


4)  
Specify the number of corporate/business/government customers using your company’s purchasing card services. Provide a high level summary of the types of entities in your portfolio and a general overview of various card programs under your management.  Are any of these entities composed of numerous, decentralized entities?  
In all, U.S. Bank has nearly 1,700 corporate and purchasing card clients.  With 285 of the Fortune 500 companies as clients, and as the federal government’s largest commercial card issuer and payment processor, we remain the single largest commercial bankcard issuer in the world.

The Federal Government is our largest client market segment, whose collective spend is in the billions of dollars.  The list below shows client spend by market segment, excluding the federal government agencies.
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With over 1,000 Public Administration clients—including more than 250 federal and non-federal government clients representing approximately $8.5 billion in annual spend—U.S. Bank is well versed in the needs of government entities.  

As the largest purchasing card provider to the federal government, our clients include the following: 

· Department of Defense (DOD) 

· Department of Transportation

· Department of Homeland Security 

· United States Postal Service

· Department of Health and Human Services 

Most of these clients are comprised of numerous decentralized entities.  For instance, the DOD is comprised of the Army, Air Force and numerous other agencies.  Each of these entities has multiple locations serviced by Corporate Payment Systems.  The partnership between U.S. Bank and the DOD began in 1986, when the DOD first piloted the use of a credit card to reduce payment costs using commercial processes.  The length of this partnership is a testament to the quality of our products and services as well as our commitment to customer satisfaction.

In addition to our long-standing relationship with federal government entities, we are also proud to count 12 of states as commercial card clients, including Colorado, Maryland, Minnesota, Montana, Nebraska, Oregon, Utah and Wisconsin.
References are provided as Exhibit 5.
(b)
Competitive Position and Future Commitment

1)  
What differentiates your service from that of other providers?
U.S. Bank was the first bank issuer of commercial card programs in 1989, and we continue to be the largest bank issuer of commercial card programs in the world today.  We were the first bank to issue government purchasing cards and continue to be the leader in the government commercial card arena.  Our extensive experience in providing payment solutions in the corporate and government marketplace provides us with unique capabilities in the following areas:

Program Design
We will introduce generally recognized industry best practices where appropriate without conflicting with  unique management, systems and cultural issues.  This will:

· Maximize the benefits of a payment system through automation and process improvement and by maximizing the State’s revenue sharing opportunities

· Ensure payment solutions that suit each agency’s unique needs

· Provide for a smooth flow of ideas and information between the State and U.S. Bank

· Eliminate unnecessary, inefficient processes


Implementation
We have more experience converting existing programs and implementing new programs  than anybody in the industry.  Our experience combined with the State’s CAL-Card guidance team has enabled us to develop a very effective implementation process.  This process is highly customized, and includes a structured implementation process using:

· An Account Manager solely dedicated to State of California new implementations

· An implementation team solely dedicated to program conversions
· A professional project management methodology utilizing Six Sigma and Project Management Institute processes


Support
No program is greater than the people who support it.  The State will be assigned the existing relationship management team who proudly call themselves the U.S. Bank CAL-Card team.  This team is experienced in CAL-Card policy and procedures and understands the State of California’s diverse business processes for both the state and local government agencies.  This team is a highly motivated, professional group of individuals based in both northern and southern California supported by a highly competent Account Coordinator team in Minneapolis.  This team is responsible for: 

· Thoroughly understanding the State's goals and objectives

· Working collaboratively to enhance the CAL-Card program and meet the State of California reporting objectives

· Developing and monitoring mutually determined goals

· Maximizing value of the programs through continuous consultation and introduction of benchmarking and industry best practices

· Coordinating all of U.S. Bank resources to ensure best-in-class service to all CAL-Card constituents

· Introducing other value-added products and services to enhance the overall relationship between the State and U.S. Bank


Expertise

Our enhanced, secure, online program management tool, Access Online, is uniquely designed to provide timely and actionable information with the least amount of effort by the user, thus striking a fine balance between robust functionality and ease-of-use.

· Key points about our technology:

· Proprietary, state-of-the-art technology platform

· Flexible: High levels of configurability through controls and entitlements 

· Scalable: Built for large organizations and global implementations of various sizes

· Adaptable: Allows adaptation of new technology and infrastructure

· Adheres to a robust development methodology (Rational Unified Process)


· Our broad array of specialized corporate payment/procurement solutions:

· Corporate (T&E) Cards

· Purchasing Cards

· One Cards

· Event Planner Cards

· Relocation Cards

· Voyager Fleet Cards

· PowerTrack Payables

· PowerTrack Logistics

· AccelaPay Payroll Cards

· eCommerce Suite


The bottom line for the State is the assurance that:

· Your programs will be effectively designed specifically to support your objectives

· You will be provided state-of-the-art, proprietary technology that is fully supported by U.S. Bank

· You will receive exceptional customer service at all levels

· You will have a smooth, orderly and painless conversion/implementation

· You will have the choice of a broad array of industry-leading products and services that will address every aspect of your procure-to-pay process

· You will partner with an experienced company who knows how to obtain maximum value from purchasing card programs

2)  
How will your company keep this product current and competitive?
· What approach is being taken in the development of new services?
U.S. Bank Corporate Payment Systems (CPS) follows an established, specific process for product planning, product development and ongoing support.  Interfacing with CPS strategic planning efforts, we first gather information from a variety of sources, and validate development opportunities against our business goals and enterprise directives.  The Product Lifecycle Management process then provides discipline surrounding:

· Market research – Analyzing market conditions, competitive factors and industry research, as well as exploring business opportunities and customer needs across various segments and product types

· Client feedback – Securing client feedback from our customer satisfaction surveys, our internal market managers, sales and relationship management staff, and customer support areas

· Financial considerations – Taking into account resource requirements, cost considerations and return on investment 

The framework and methodology of the process define the various stages of product development, from new idea generation through concept screening, development, testing, launch and evaluation, as well as addressing ongoing product lifecycle management activities.  The approach also supplies a baseline for development efforts and ensures consistent, effective collaboration.  It includes tools to assist in gathering requirements and conducting interaction with internal groups and external supporting organizations.

U.S. Bank recognizes that, to be successful, it is not enough to just find out what our clients want and create products for those needs.  We must be able to do it better than our competition by exploiting our core competencies and providing clarity and rigor around our internal process of product development and product management.  

The Product Lifecycle Management process allows us to continually explore opportunities for our clients across the payment continuum, including our core card product offerings, electronic payment solutions and Access Online program management tools.  

U.S. Bank has full time Product Managers charged with the responsibility for product life cycle management.  U.S. Bank employs more than 30 people who perform various functions (e.g., market research, product management and development) using this approach.

· What new services or features does your company plan to offer and within what time frame? 
One particularly aggressive development is with our award-winning Web-enabled system for reporting and program management, Access Online.  Last year U.S. Bank spent over $40 million in development in Access Online and more than 119 U.S. Bank employees – from business analysts to developers – assist in the ongoing development of Access Online. 

We are currently testing the functionality for the next release of Access Online, which will be available in 2006.  The release will include:

· Client Side Accounting Code Validation—This cutting-edge enhancement will create a link between Access Online and a client’s internal system so GL codes can be maintained and updated solely on the agency system.  No longer will the agency be required to make continual updates to the GL codes housed in Access Online for accurate transaction management.  Changes made on the agency’s system will result in real-time changes to the GLs available in drop-down menus for cardholder transaction management in Access Online.

· Report Scheduling—Clients will be able to schedule reports for automatic delivery.  This will eliminate the need to manually run reports that are used on a daily, weekly or monthly basis.  

· Custom (ad-hoc) Reporting Capability—Clients will be able to create an ad-hoc query reports.  This will allow for even greater flexibility for program data analysis.
· Transaction Management Summary Access – Allows clients to view a detailed summary of all of their various divisions from the managing account level to the individual transaction level.  This will provide clients with a summary of all transaction management activity as well as all enhanced detail and the workflow status of all transactions falling under the managing account.  

In addition, U.S. Bank has made the investment to provide street-level hotel reporting that consolidates spend for all point-of-sale merchants that make up a hotel property.  Additionally, we provide complete address information for all merchants, which is critical to understanding the spend dynamics for negotiating better rates with hotel chains.    

U.S. Bank knows that in order to remain a thriving provider in the future, we must continue to develop the way in which our Purchasing Card adds value for our clients.  Developments for the near future, in addition to those detailed above, will expand upon the lines of these recent innovations:

eProcurement capability – U.S. Bank enables implementation of procure-to-pay strategies in addition to fulfilling the traditional functions of a purchasing card.  This cost-effective program also reduces the potential for error, saves valuable time and provides extensive information on all of your organization’s purchases, large and small.  Additional features include:

· eProcurement application integration

· Tax and compliance management support

· Supplier setup and management

· Online eProcurement account setup

· Transaction reconciliation capabilities with leading eProcurement providers

Best Practice Tools – Your U.S. Bank Relationship Manager can utilize the Procure-to-Pay Best Practices Performance Gauge and the Commercial Card Program ROI Tool to assess your program, determine opportunities and establish a business plan to help you reach both your short- and long-term goals.  On average, companies that have implemented the documented best practices have saved anywhere from $1.75 million to more than $8 million in indirect transaction processing costs—not including the additional potential cost savings relative to vendor discounts or front-end processing efficiencies.

· Will your company commit to these enhancements and their timing?
Yes, U.S. Bank regularly announces its upcoming enhancements schedule for Access Online. 
· Are these enhancements under the direct control of your company? 
Yes, since U.S. Bank is the sole developer of Access Online, we have complete control over what enhancements are made and when.

· If the CAL-Card Program were to request enhancements, describe the prioritization process for such requests.

At U.S. Bank, we take great pride in our willingness to listen and understand customer needs.  We also encourage our clients to assist us in helping them through product enhancements and product development.  We have formal policies and procedures in place for handling customer requests and recommend that suggestions be made to your assigned Relationship Manager for initial review.  

All change requests are reviewed and prioritized by a review group composed of Product Management and Relationship Management.  Review meetings are held weekly to approve and prioritize fixes and enhancements to the system.  Relationship Management is responsible for keeping the agency informed of the status of their change requests.  Change requests are also submitted by Access Online Level 3 support personnel for fixes and enhancements to the system.

Product Council

We have a Product Council that meets monthly and carefully measures product improvement suggestions for a variety of factors, such as business case (cost effectiveness), competitive marketplace, difficulty to deliver, development time requirement and leveragability across our entire customer base.  Product suggestions are then put in development queue and formally scoped for specific functionality requirements, and project plans are developed to guide further production.

Quality Council

Created in 1999, the Quality Council is an executive sponsored forum for continuous improvement that meets regularly to discuss various quality initiatives.  The path to excellent customer service requires going beyond reacting to problems on a case-by-case basis.  Through our Quality Council, we examine the facts in order to understand the cause of the error or misunderstanding.  Once we understand the root cause, we make adjustments to the procedures necessary to eliminate the problem.  Opportunities for improvement are logged, analyzed and addressed by a cross-functional team representing Relationship Management, Customer Service, Product, Credit, Finance and other areas as needed.  The Quality Council also tracks performance trends and allocates resources based on specific project requirements.  

(c)
Product Features

1)  
What card platform(s) does your program utilize (e.g., American Express, Discover, MasterCard, VISA)? Which would you recommend for our program and why?
U.S. Bank issues both Visa and MasterCard.  Many aspects of a purchasing card program are the same for both associations.  U.S. Bank is the current provider of purchasing cards to the State, which are branded Visa.  For the reasons outlined below, we have based our response on a continued association with Visa.

· Leverage—While there are many things U.S. Bank can do on its own to improve the purchasing card program, some initiatives require association support.  As the largest issuer of Visa commercial cards, U.S. Bank has a large amount of leverage with Visa when it comes to getting support for key initiatives.  We also hold a seat on the Visa Board of Directors.  

· Data Warehouse— Visa was the first to implement a data warehouse, so they have had more time to refine their capabilities and improve the quality of their data.  The quality of their data, and the external sources Visa interfaces with to enhance basic transaction data, are more robust.  

· Insurance Program – Visa offers a liability insurance program that covers terminated cardholder accounts.  This insurance will pay up to $100,000 per account for all qualified transactions.  
· Visa USA is a California-based association with roots firmly planted in the Golden State.  The general purpose payment card business was born in California nearly 50 years ago, first pioneered by Visa predecessor financial institutions with what was then a revolutionary concept: offering a universally accepted payment card.  

Visa USA and Visa International currently employ nearly 5,000 California residents based primarily at the company’s San Francisco Bay Area headquarters.  Through Visa’s network of member financial institutions, ranging from large banks to smaller credit unions, thousands more California employees work in jobs that are tied to a Visa payment card program.

Visa Commercial Solutions is based in Foster City, California.  This team of dedicated professionals is positioned to strategically partner with and support California businesses and government agencies seeking streamlined operations, reduced overall costs and improved cash flow through better management of their payment processes

Visa commercial payment cards, issued through U.S. Bank, currently help California state agencies transact their commercial payments with unprecedented levels of process efficiency and cost savings.  Visa currently holds purchase card contracts with 28 states (56% market share).  At the federal level, Visa commercial payment cards currently make up nearly 81% of the General Services Administration (GSA) SmartPay program, which generates more than $1.4 billion annually in cost savings through enhanced process efficiency.
2)
What third-party processor, if any, is used for transaction processing?  Provide information on third-party processor capability. 
Transaction processing and authorization services are contracted to Total Systems Services, Inc (TSYS).  TSYS is a NYSE listed company with the ticker symbol TSS.  As the nation’s second-largest card processor, TSYS conducts processing for a multitude of major financial institutions, representing 190 million cards annually.  

Our agreement with TSYS represents one of their top five relationships, which gives us considerable precedence in influencing the operational and technological enhancements they undertake.  Service level agreements are written into the contract and contain objective and measurable parameters, which encourage TSYS to improve performance.  If performance levels are inadequate, TSYS faces financial penalty.

3)
Do any third-party partners perform other functions such as systems support or customer service? If so, explain.
No.  U.S. Bank manages all other aspects of our card programs, including MIS, customer service and merchant sign-up.  
4) 
Describe your company’s current and future position regarding the emergence of internet and electronic commerce development/solutions for your purchasing card program.  Has your company utilized internet capabilities to improve purchasing card efficiencies and quality?  If so, please describe.

U.S. Bank, as the largest bank issuer of commercial card programs, is in the forefront of developing electronic commerce solutions for the purchasing card.  Our solutions are primarily focused in Access Online, our award-winning Web-based program management and reporting system.  

Rather than continue to develop off of a system that was six or seven years old, as has been the industry norm, U.S. Bank made the decision to take what had been learned in our long tenure in the market, to develop a new Web-based system that would have the flexibility to adapt to the rapidly changing future.  

Access Online was also developed in close consultation with the needs of our clients: Cisco Systems was looking to eliminate time-consuming administrative manual tasks; General Mills to improve efficiency of employees; Land O’ Lakes to increase visibility; Bausch & Lomb to eliminate delays in spending data availability and rebates; Kimberly-Clark to negotiate greater discounts with Vendors.  

The result of this effort is a system that Richard Gamble, Senior Contributing Editor at Treasury & Risk Management magazine, called “Far and away the market leader…Access Online is the crown jewel,” and recently received CIO magazine’s 2005 Enterprise Value Award, which is given in honor of “the highest level of information technology… bestowed on a select group of organizations that create information technology systems that stand above the rest.”  

The efficiencies gained from this Web-based system have been considerable.  Annual savings to clients are estimated at $2.4 billion – L.L. Bean alone registered $400,000 in annual savings – and the resulting increase in client satisfaction scores was 17%.

A discussion follows of key eProcurement and electronic program management features of Access Online: 

Access Online

U.S. Bank Access Online is a web-enabled program management and reporting tool that enables organizations to interact with U.S. Bank’s payment processing system.  This gives the state the ability to securely access information on their card program anytime, anywhere.  Access Online’s key functions are described below:

Administration

Access Online Administration allows you to administer and tailor your program through a real-time, self-service environment. 

With Access Online Administration you can:

· Establish effective program parameters (i.e., MCC groups and allocation rules, user profiles, access rights, etc.)

· Develop consistent organizational standards

Online Statement and Account Inquiry

Online Statement and Account Inquiry allows your cardholders and program administrators to view an identical copy of their paper statement online and access account data to verify demographic information, account status and available credit limits.

Online Statement and Account Inquiry enables:

· Access to cardholder statements in a recognizable format—the day after billing cycle

· Secure access to cardholder and managing account information

· Proactive account management

Account Setup and Maintenance

Account Setup and Maintenance provides your program administrators with immediate access to open new accounts and edit existing accounts including: establishing and editing demographics, account information, default accounting codes and authorization limits.

What Account Setup and Maintenance means to you:

· Expedites the account setup process; allows cardholders to get cards in hand faster

· Eliminates time consuming, manual paper-based processes

· Ensures that accounts are managed based on your organization’s priorities and schedule

Data Exchange

Access Online Data Exchange provides a simple, secure, around-the-clock file transfer mechanism.  Supporting both upload and download capabilities, Data Exchange was designed to accommodate the transfer of the most frequently used files (e.g., statement billing files, general ledger date feeds and custom reports, etc.).

Data Exchange:

· Supports large numbers of files (i.e., 5,000 or more)

· Provides consistent, uninterrupted access. 

· Enables easy integration into internal reporting systems

Management Reporting

Access Online’s reporting tool allows you to run predefined standard or tailored reports through the use of multiple selection, sorting and output functions.  Featuring a comprehensive set of reporting options—from simple to complex—Access Online reports are parameter-driven, offer a high degree of flexibility and are fully exportable and/or viewable online.  Also, by downloading into Excel, clients can further sort and merge their card program information with other data.

Available report categories include: 

· Program Management Reports

· Financial Management Reports

· Supplier Management Reports

· Tax and Compliance Management Reports

· Global Program Reports

A brief sampling of available reports includes:

· Account Activity Detail

· Account Status Change

· Cardholder Spend Analysis

· Member List

· Past Due 

· Transaction Detail

Transaction Management

Transaction Management (TM) delivers comprehensive functionality for cardholders and program administrators to control and manage their transactions in a real-time environment and facilitates direct transaction feeds to GL and AP systems’.

With TM, your cardholders can:

· Review individual transactions and reallocate them (if necessary) to other accounting codes

· Split transactions between multiple accounting codes

· Dispute transactions

TM enables your Program Administrators to:

· Perform all of the same functions as cardholders or on behalf of the cardholders

· Tailor transaction management and financial extract controls

· View and edit sales and use tax data

· Manage MCC groups and MCC allocation rules

· Manage accounting code structures and views

Transaction Approval Process

Residing within the Transaction Management module, Access Online’s Transaction Approval Process (TAP) automates the transaction approval process for organizations requiring at least one level of review beyond that of the cardholder. 
TAP may be utilized by an agency as an easy replacement of hard-coded systemic Approving Officials with a flexible alternative.  With TAP, the Approving Official may be added into the system in a list format that cardholders can select, and transactions can be routed to different Approving Officials based on transaction type to allow for alternate review, should the primary Approving Official be unavailable.
What TAP means to you:

· Aids Sarbanes-Oxley compliance by providing a complete audit trail for every transaction

· Offers e-mail notification of transaction approvals pending

· Supports multiple levels of review with no limitations

· Accelerates review/approval timeline

· Allows for the establishment of organization-defined auto approval criteria

Accounting Code Validation

Access Online Accounting Code Validation (ACV) involves categorizing and identifying accounting code segments whose values have interdependencies.  By effectively managing transaction mapping, you increase your access to program data and thus, make more informed sourcing and spending decisions.

ACV enables you to:

· Automate the general ledger posting process

· Increase your procurement process efficiencies, and reduce costs associated with procurement

· Minimize the potential for human error

Financial Extracts

Access Online Financial Extracts functionality allows clients to automate the process of receiving a data file at the end of a cycle and to customize an extract file to import it into a financial system.

Financial Extracts enables you to:

· Automate data extraction

· Create custom extract files to feed into a financial system

· Enable the balancing of transaction data to general ledger data

Order Management

Access Online Order Management facilitates the automatic or manual reconciliation of purchasing card transaction data and order data, be it from an eProcurement application, or not.

With Order Management, you can:

· Encourage the use of eProcurement solutions—a purchase card industry “best practice”

· Streamline integration with your financial systems 

· Automate the accounting code allocation process and eliminate paperwork

· Reduce your post-payment reconciliation activities

· Identify ‘unmatched orders’ and/or ‘orphaned’ billed transactions

Tax Management

Tax Management involves the establishment of a disciplined program for remitting sales and use taxes—not collected by the merchant at the time of the sale.  An effective program eliminates the need to make tax decisions on every transaction and relies instead upon best practice methods to estimate your total tax liability and accrual requirements.

What does Tax Management mean to you?

· It uses the Visa Best Practice Tax Model, the leading methodology for estimating taxes

· It supports your Sarbanes-Oxley compliance efforts by providing an accepted audit trail

· It promotes cross-functional organizational cooperation between tax personnel and card Agency Program Coordinators

· It integrates with Access Online’s Tax Management functionality for Tax and Compliance Management Reporting using three different levels of organization-defined filtering:

· Analyze base transaction data (Level I and Level II data)

· Automate business rules to leverage available enhanced (Level III) data

· Supplement existing data with user input at the transaction line-item level

eProcurement Accounts

U.S. Bank offers eProcurement Accounts, which are used in conjunction with an electronic commerce engine such as Ariba, Commerce One or others.  eProcurement accounts are non-plastic accounts which are used  when placing electronic orders within the eProcurement engine.  Access Online, the web-based tool, takes in a file from the order management application within the eCommerce engine and automatically reconciles the physical order within the eCommerce tool with the financial transaction within Access Online.

5)  
Describe the card account activation and deactivation process. Detail the level of account support your company would provide in managing these processes.

Activation –Cardholders activate their cards by calling the toll-free U.S. Bank Customer Service number listed on the sticker applied to the new card.  The card can be automatically activated through our Interactive Voice system, or by talking to a service representative.  

Cancellation –Cards may be cancelled by either the cardholder or the State’s Program Administrator at any time simply by calling or faxing Customer Service.  Program Administrators or agency employees granted specific authority can also close an account in real time using Access Online.

6)  
Describe your company’s flexibility and available options for card renewal (i.e., company-assigned or customer-specified month/year/etc.).
All commercial cards in good standing are automatically reissued every three years.  They are mailed directly to all cardholders or the Program Administrators, depending on the card delivery procedures established during implementation.  Reissue timelines are flexible; however, due to the security risks associated with mass reissues, U.S. Bank would want to consult with the State should they require renewal timelines that are not standard.
7)  
Describe how your organization handles supplier analysis, education, and on-going management.
Merchant Enrollment

What follows is the strategy U.S. Bank uses to enroll and educate new merchants.

Phase One: Corporate Presale

It is beneficial for both U.S. Bank and the State to have wide supplier participation in the CAL-Card program.  Your U.S. Bank Relationship Management team assigned to the State assists you in bringing your supplier base to full Visa capability.  The relationship manager consults with your team in order to identify program goals and appropriate activities.

Phase Two: Corporate Implementation

U.S. Bank assists the State in developing a complete and well-segmented supplier list that identifies targeted suppliers by region and gross dollar volumes.  U.S. Bank will assist the State in developing and mailing introductory literature, informing suppliers of your Cal-Card program and of the U.S. Bank Processing Program.  The introductory letter includes a response questionnaire to identify suppliers who are not Visa capable, but who are interested in the commercial card program.  U.S. Bank works with suppliers who do not accept Visa to establish a card processing account. 

Phase Three: Marketing, Sales Planning and Execution

In Phase Three, U.S. Bank receives acknowledgment from supplier mailings via fax or mail.  We conduct follow-up calls to suppliers by using dedicated resources in telemarketing.  Our telemarketing efforts seek to meet these objectives:

· Qualify the supplier list

· Close the sale on the call

· Refer leads to the U.S. Bank sales force to make in-person calls where required

Phase Four: Supplier Application

In Phase Four, U.S. Bank sends interested suppliers a response letter and account setup materials, which include:

· Discount rate and equipment costs

· Contract

· Request for photograph of business locations

· Request for voided check for bank transit and routing number and demand deposit account number (DDA)

Once a supplier completes the account setup package, we log the information in the Merchant Bankcard Tracking Program and prepare the account for underwriting.  Upon approval, the supplier is added to U.S. Bank’s billing and authorization system; supplier equipment is deployed; training is scheduled and completed; and the supplier becomes live with U.S. Bank.  The supplier can expect to be setup for Visa processing within 21 business days from the receipt of a completed application package.

Phase Five: Information Systems

U.S. Bank has exceptional MIS capabilities and will generate reports to indicate appropriate deadlines and the general status of the supplier enrollment process.  Our reporting data is monitored and analyzed on an ongoing basis to ensure we are providing the most expedient and efficient supplier setup process possible.

Merchant Support

Our merchant support function is provided in-house by the U.S. Bank Nova Network.  Nova Information Systems, a leader in the payment processing industry, is a wholly owned subsidiary of U.S. Bancorp.  Combined, Nova and its affiliate euroConex provide global merchant processing services to financial institutions and customers in the United States, Canada and Europe.  Nova offers integrated payment processing services to more than 800,000 merchants.

U.S. Bank utilizes a team approach to service our most important merchant customers.  This approach includes a Merchant Payment Services Relationship Manager who has overall responsibility for the merchant’s payment processing relationship and an Account Executive representative that will have responsibility for meeting the merchant’s day to day operational needs.  There is no cost for this support.

· An Ongoing Partnership.  One of the key areas of our business relationship will include the monitoring of interchange qualification to ensure the merchant is qualifying at the lowest possible rates.  The Relationship Manager also will work with them on a proactive basis to address Visa Operating Regulations and future enhancements to their credit card program.

· Customer Service.  An Account Executive will be assigned to the merchant ensuring continuity of customer service with individual attention to their day-to-day questions regarding chargebacks, settlement and other research related items.  The U.S. Bank Customer Service Center (800-777-7240) is also available to assist them 24/7, including weekends and holidays.

· Training Specialists.  Our Training Specialists will assist the merchant in the deployment and programming of point of sale equipment.  Training Specialists also are available to train their staff on equipment functionality and overall card acceptance procedures.

· Technical Support.  Our Business Technology Center (BTC) programmers and network communications staff will assist the merchant with a direct transmission implementation.

In addition, the Relationship Manager and Account Executive will:

· Work together on account implementation to ensure a successful conversion to U.S. Bank Merchant Payment Systems.  They will become acquainted with the merchant’s organizational structure, key staff contacts, and the equipment/networks involved supporting their conversion and on going needs.

· Maintain an in-depth understanding of Merchant Payment System (MPS) our internal accounting system and other bank back office systems that support the merchant.  

· Assist the merchant in monitoring Visa interchange levels and provide suggestions on how to qualify at the best available interchange rate.  

· Provide first level troubleshooting support to merchants using the product and providing advice on its use.

· Provide information regarding Visa regulatory changes on a semi-annual basis.  Alert the appropriate staff regarding any significant concerns.

· Advise the merchant on new and/or improved ways to avoid credit card fraud and chargebacks (i.e., CVV2/CVC2, ensuring that store policies regarding returned merchandise appear in close proximity to the line the customer signs on the draft, using AVS, etc.)

· Perform deposit research for assigned accounts including deposit verifications and any settlement adjustments (i.e., ACH rejects and items in suspense).

· Serve as a liaison between merchants and third party networks (e.g., ADS and BankServ to support any point of sale or operational issues). 

· Coordinate supplies requests. 

· Respond to merchant requests for statement and report copies.

· Maintain an understanding of Visa chargebacks, such as: common reason codes, pre-arbitration, arbitration, pre-compliance, compliance and collection letters.  Work with assigned accounts on chargeback issues, advising them on how to avoid chargebacks, information to provide in their representment response, etc.  

· Complete necessary forms for merchants requesting updates to our processing system (i.e., business name and address, DDA account, SIC/MCC code or credit card types accepted).

8)  
Describe any unique features provided by your company’s product that we should consider.
See above relative to Access Online Functionality including Transaction Management, Client-side Validation, Transaction Approval Process and Enhanced Supplier capabilities.
9) 
Describe your card’s design features and options for integrating graphics/artwork, corporate logos, and/or departmental designations. Are there additional costs associated with these services?

U.S. Bank can provide fully customized graphic card plastic.  Our client supplies a design, or U.S. Bank works in conjunction with our client to create a design.  All custom plastics must be approved by Visa.  The card creation process takes six weeks from proof approval.  

Agency logos can be printed on the card plastics as long as they are within certain Visa specifications on color, size and location.  Each agency can determine if they want to have their logo and/or departmental designation added to their cards.

The embossing on cards will include the account number, expiration date, and may also include:
· State Government Agencies

· Name: STATE OF CALIFORNIA 
· Located top left side of card 
· Required

· Program:  CAL-Card 
· Located top right side of card
· Required

· Phrase:  FOR OFFICIAL USE ONLY
· Located top right side of card under CAL-Card 
· Required

· Name:  AGENCY or DEPARTMENT 
· Located bottom left side of card 
· Required

· Name:  CARDHOLDER NAME
· Located bottom left side of card
· Required
· Picture:  LOGO/EMBLEM
· Optional
· Local Government Agencies
· Name:  AGENCY NAME (county, city, etc. name)
· Located top left side of card 
· Required

· Program:  CAL-Card 
· Located top right side of card
· Required
· Phrase:  FOR OFFICIAL USE ONLY
· Located top right side of card under CAL-Card
· Required
· Name:  CARDHOLDER NAME
· Located bottom left side of card

· Required
· Picture:  LOGO/EMBLEM
· Optional

(d)
Controls
1)  
Describe the options available to control (decline or authorize) transactions.  Controls may include, but are not limited to, the following criteria: 

· MCC Code (Merchant Classification Category)

· SIC Code (Standard Industry Classification)

· NAICS Code (North American Industry Classification System)

· NIGP Code (National Institute of Governmental Purchasing)

· Unique merchant identification number

The U.S. Bank Purchasing Card Program allows the State to predetermine spending and transaction limits on each card, eliminating the need for requisition and purchase order approvals while enhancing security.

Velocity limits may be established for transaction dollar amounts and number of transactions.  Each of these controls can be set for daily, cycle, monthly, quarterly, yearly or other (refresh date or date to clear and number of days).  All controls can be set down to the individual cardholder level and can be modified on an ongoing basis.

U.S. Bank authorizes every transaction at the point of sale, using controls Agency Program Coordinators have specified.  Each Agency Program Coordinator decides how tight controls should be, and U.S. Bank customizes the program.  There are no additional charges associated with customizing account controls.  Some of the control features we provide include:

MCC Blocking – To prevent purchases of specific commodities and services, we will block the MCCs that represent these items.  We can establish universal MCC blocking for uniformity across all cards, or set unique limits at the cardholder level.  We can also set up MCC Group blocking consisting of a cluster of MCC codes.  We recommend that you choose blocking that fits the spending requirements for the majority of your cardholders, and only use cardholder blocking on an exception basis.

Velocity Monitoring – Velocity monitoring allows the State to limit the number of transactions and dollar limits per day, month, cycle, quarter, year or other (refresh date or date to clear and number of days).
Cardholder Single-Purchase Limit – This limit restricts the amount of a single purchase made by the cardholder.  Generally, a single purchase can be comprised of a single item or of multiple items purchased at one time at a particular vendor location.  For example, if a cardholder’s single-transaction limit is set at $500 and a cardholder attempts to purchase several items for a total of $550, the transaction request is declined.  Single purchase limits can also be assigned to specific MCC Codes.
Cardholder Monthly Spending Limit – The monthly limit is the maximum dollar amount authorized for a cardholder within a 30-day billing cycle.  Spending limits may vary between cardholders depending upon their level and projected usage.  Spending limits are replenished automatically the day following the State’s chosen cycle date.
Vendor Level Blocking – Vendor specific blocking is available though this is a complex process, and will require coordination between U.S. Bank, the Merchant and the requesting agency.
ATM Blocking – Cash advance capability may be blocked or limited universally, or at the cardholder level.

Expiration Dates – the State may set predetermined expiration dates on cards used for specific projects.  Additionally, the State Program Administrators may cancel any commercial card account at any time using Access Online, or by calling the Customer Service Department or your assigned Account Coordinator.

Declining Balance Capability – U.S. Bank commercial cards can be set up so employees draw down from a pre-set amount using the card’s Declining Balance feature.  This allows the State to set per-project dollar limits tied to a particular project or budget.

The Declining Balance feature allows U.S. Bank clients to impose a pre-determined credit limit on their corporate-billed accounts.  The card becomes inactive at the expiration date or when the Declining Balance limit is depleted.  

The Agency Program Coordinators can request changes to any of the above controls at any time using Access Online or by contacting Customer Service.  Changes affecting a large number of cardholders can be processed more efficiently by requesting the changes through your Account Coordinator.

2) 
Describe how the controls in (1) would function at the company (entity), department, or individual card account level. 
All controls can be set at any level, from the company level down to the individual cardholder level and can be modified on an ongoing basis.

3) 
Describe the options available for establishing the MCC (Merchant Classification Category) groups. Include the maximum number of MCC Codes that can be assigned to one group, and the maximum number of MCC Groups that can be assigned to an individual card account and whether the naming of the MCC Group can be unique to each participating agency.
There are many options available for establishing Merchant Classification Category groups.  We have a standard recommended purchasing card MCC scheme that we recommend as a best practice; however, we also customize groups to meet your needs.  The groups can consist of one MCC or many MCC’s.  The naming of the MCC group can be unique by each participating agency.  

The following is the maximum number of MCC’s: 

· 75 individual MCC’s or 35 ranges of MCC’s allowed in a group

· 9 MCC Groups can be assigned to an individual card account

· Naming of the MCC Groups can be unique to each agency

4) 
Describe the options available for establishing single transaction limits. Criteria may include, but are not limited to, the following: 

· Unique merchant identification number 

· MCC Code

· MCC Group

· Individual card account

· Department 

· Company (entity)

The Cardholder Single-Purchase Limit restricts the amount of a single purchase made by the cardholder.  Generally, a single purchase can be comprised of a single item or of multiple items purchased at one time at a particular vendor location.  For example, if a cardholder’s single-transaction limit is set at $500 and a cardholder attempts to purchase several items for a total of $550, the transaction request is declined.

A single transaction limit can be assigned to the following:

· Individual Cardholder Account

· Managing Account/Approving Official Account
· MCC Group which can include one MCC or many
5)
Describe the options available for establishing cycle limits. Criteria may include, but are not limited to, the following:

· Time period

· Declining and re-loadable balance
The Cardholder Monthly Spending Limit is the maximum dollar amount authorized for a cardholder within a 30-day billing cycle.  Spending limits may vary between cardholders depending upon their level and projected usage.  Spending limits are replenished automatically the day following the State’s or participating agencies chosen cycle date.

In addition, U.S. Bank purchasing cards can be set up so employees draw down from a pre-set amount using the card’s Declining Balance feature.  This allows the State to set per-project dollar limits tied to a particular project or budget.

The Declining Balance feature allows U.S. Bank clients to impose a pre-determined credit limit on their corporate-billed accounts.  The card becomes inactive at the expiration date or when the Declining Balance limit is depleted.  This account can also be re-loaded upon approval by the Agency Program Coordinator.
6)  
Describe the options available for restricting cash advances. 
Cash advance capability may be blocked or limited universally, or at the cardholder level, agency level or contract level.

7)  
Describe the options available for issuing merchant-specific cards. 
For ghost or Central Purchasing Accounts (CPAs), no plastic is generated and the account number is on file at the supplier to be used as a method to take phone orders, internet or processed through an e-procurement system.  There is no cost for Ghost/Central Purchasing Accounts and you will have access to all of the same MCC blocking, monthly spend limits, single purchase limits and velocity monitoring available for traditional purchasing cards.

U.S. Bank can set up accounts in which your key suppliers are assigned a central account for employees to charge purchases exclusively at that supplier.  Other suppliers in the MCC code could then be blocked from individual accounts to discourage spending at competing suppliers.  In addition, an electronic procurement system, such as CAL-Buy, Ariba, Oracle, SAP or U.S. Bank's eCommerce Suite, would direct employee purchases toward your strategic sourced suppliers.
Vendor Level Blocking – Vendor-specific blocking is available, though this is a complex process, which will require coordination between U.S. Bank, the Merchant and the requesting agency.
8) 
Describe the fraud protection coverage offered as part of your purchasing card proposal. Make sure to identify the maximum exposure (both per transaction and aggregate) the CAL-Card Program would have for the following type of occurrences:  
· Lost/Stolen Cards

· Counterfeit Cards

· Skimmed Cards

· Unauthorized Internet Transactions

· Merchant Disputes
All types of fraud listed are covered by our fraud protection.  Fraud is defined as obtaining goods or services, credit or funds by misrepresentation of identity or information, and is generally third-party unauthorized use of a card, account information or identity.  When fraud is suspected, the cardholder or program administrator should report the incident(s) to U.S. Bank Customer Service immediately.  It is important to note that neither the State nor the cardholder is held liable for fraudulent charges when promptly identified and reported.

Transactions that are not fraud include internal misuse, authorized misuse, disputed transactions, charge error or inability to pay.

To protect the State of California from internal misuse of account funds, we offer the Visa Liability Waiver program for qualifying charges.  To have a charge covered under the Visa Liability Waiver, the agency is required to terminate the employee who misused the card.

Liability Waiver Program

The Liability Waiver program is available to each agency for charges incurred by a terminated cardholder that do not directly or indirectly benefit the State.  The cardholder’s employment must be terminated and the program must have five or more cardholders to qualify.  Maximum coverage is $100,000 per cardholder account.  Eligible charges are those incurred by the cardholder 75 days prior to termination, through 14 days after, provided U.S. Bank is notified within two business days of termination.  This coverage is provided at no cost.

Mitigating Employee Misuse
The real control against employee misuse comes from the State in a set of well-documented and broadly published policies and procedures.  Your U.S. Bank CAL-Card team will assist the State in putting together the documentation.  Employee misuse will be greatly reduced – if not eliminated – when employees are made aware of the consequences for misusing the card or account, just as if an employee misuses other Agency funds.

U.S. Bank recommends that policies and procedures include:

· Direct Manager audits

· Purchasing Program manager random audits

· Cardholder signs an acceptance letter stating the card is not for personal use and cardholder will reimburse the agency for any non-business or personal purchases.

In addition, U.S. Bank recommend the following best practices to mitigate against internal misuse of the program.

Cardholder Fraud Prevention Actions

· Promptly review account statement and report any discrepancies

· Store statements and receipts in a secure location 
· Be mindful of card

· Do not share cards

· Do not provide credit card or personal information over the phone unless the cardholder initiated the call

· Do not provide credit card or personal information if requested via e-mail.  U.S. Bank does not and will not request personal information via e-mail.

Agency Program Coordinator/ Fraud Prevention Actions
· Be mindful of how cardholders store and destroy card information

· Keep cardholder records current

· Ensure that termination includes account closure and destruction of the card plastic

· Notify your U.S. Bank Relationship Manager or Account Coordinator of major spending changes

9)
Does your program screen transaction activity for fraud patterns? If yes, explain. If no, is this capability planned for future implementation and if so, when? Provide statistics on fraud associated with your purchasing card program.
Yes.  U.S. Bank Corporate Payment Systems offers a full range of fraud prevention and investigative services as part of its standard offering to clients.  The core service is driven by a team of dedicated fraud professionals focused on best-in-class service and results for our clients.  Complete fraud life-cycle support includes:

· Account Monitoring & Notification

· Trained fraud professionals available 24/7, 365 days a year

· Fraud risk models employed to detect fraud and minimize financial exposure

· Outbound calls made to cardholders and program offices to verify activity

· Development of Detection Strategies

· Sophisticated data modeling techniques used to detect fraud trends

· Standard industry practices including Card Activation programs requiring cards to be activated before first use and CVV values embedded in card magnetic strips to prevent counterfeit risk

· Zero Liability program available to all cardholders

· Customized Fraud Risk Controls

· Account opening & maintenance policies

· Appropriate credit limit assignments
· Merchant restrictions
· Intelligence Gathering

· Participation in industry roundtables provides for current information on fraud trends and allows for proactive steps towards fraud mitigation

· Complete Investigative Services

· Coordination with Local, State and Federal law enforcement agencies 

· Industry leading recovery rates minimize cost of programs to our clients

· Assistance on internal fraud cases

10) 
Describe the process for communicating potential fraud with cardholders and administrators. 
If a potentially fraudulent situation is identified by our fraud professionals, the cardholder or Program Administrator is contacted by telephone for immediate verification of the activity in question.  First, the fraud department contacts the cardholder.  If this is unsuccessful then the Account Coordinator is made aware of the situation and notifies the Agency Program Coordinator.

11)
Can your company reproduce lost charge slips? Is there a charge for reproduction? What is the typical time frame for your company to provide copies of charge slips?
Yes.  U.S. Bank can provide copies of lost charge slips.  It can take six weeks or longer for U.S. Bank to obtain these copies; it is often faster to request copies from the supplier where the transaction was made.  There is no charge for this service, although the Bank may contact the State Contract Manager should there be excessive requests for copies.
12) 
Describe your company’s card management process for the following card management functions: 
· New card issuance (including activation, shipment & time frame)
Agency Program Coordinators can submit an application using Access Online, or send hard copy applications to the Bank via fax.  All applications are processed upon receipt and fulfilled within three days.  Rush issuance can be completed within 24-48 hours in the United States and two business days elsewhere. Typical shipment is via U.S. mail, though expedited delivery is available upon request.  Cards are activated when the cardholder calls the toll-free phone number listed on the sticker applied to the new card.

· Deactivation of cards
The Agency Program Coordinator, or any agency employee who is given specific access rights, can close an account in real time using Access Online.  Cards may also be cancelled by either the cardholder or the Agency Program Coordinator by calling or faxing Customer Service. 
· Lost/Stolen Cards
The cardholder calls the Customer Service Center in the U.S. or the Visa Assistance Center internationally to report a card lost or stolen and request emergency replacement.  Neither the State nor the cardholder is responsible for fraudulent charges made on a promptly reported lost or stolen card.

· Replacement cards/account numbers (including emergency situations)
When a replacement card is needed, the cardholder calls the Customer Service Center in the U.S. or the Visa Assistance Center internationally to report a card lost or stolen and request emergency replacement.  There are no replacement fees (including overnight delivery of the emergency replacement) and neither the State nor the cardholder is responsible for fraudulent charges made to the promptly reported lost or stolen card.  All applications are processed upon receipt and fulfilled within five and seven days.  Rush issuance can be completed within 24-48 hours in the United States and two business days elsewhere.  

Renewal – All commercial cards in good standing are automatically reissued every three years.  They are mailed directly to all cardholders or the Program Administrators, depending on the card delivery procedures established during implementation.

· Modifying a cardholder’s profile
The following items can be changed/added by the Program Administrator using the web-based tool Access Online.  These changes are real time.

· Limits/Cash Access—If allowed by the contract--Adjust total credit limit, adjust single purchasing limit, add cash withdrawal access or remove cash if cash is available on program

· Demographic information—change address, phone, 2 optional fields for employee ID or other, alternate phone, e-mail.

· Reporting hierarchy/access rights—Program Administrators can move cardholders within the reporting hierarchy as well as change a cardholders access rights in the system

· Account Setup/Cancel and Card Order—Program Administrators can set up new accounts and order cards, enter desired embossing text, cancel accounts

· MCC Group changes—Program Administrators can alter MCC groups assigned as ‘open’ or ‘closed’ on an account.

Other controls can be changed upon request through your Account Coordinator and typically will take effect the next day.
· Where possible, answer the following for each function type and provide any system descriptions/documentation that is available:

· Is it processed on an electronic form or paper?

· What card management system(s) is available?

· Is the system real time?

· Will the CAL-Card Program have access into a card management system that includes cardholder authority history?

· What security and audit trail is delivered with this system?

Yes, cardholder authority history – including transactional history and maintenance history – is available.
These functions can all be completed using Access Online, our award-winning system for program management and reporting.  Access Online is a Web-based system that is unrivalled for comprehensiveness and flexibility.  A proprietary U.S. Bank system, Access Online is a critical differentiator for the success of client programs, resulting in double-digit increases in client satisfaction and collectively saving clients billions of dollars.

Account Setup and Maintenance 

Self-service and immediate access to open new and edit existing accounts is a key functionality that Program Administrators demand and Access Online delivers.  Access Online’s intuitive set up leads the State step-by-step through the implementation process.  Program Administrators can establish and edit demographics, account information, default accounting codes and authorization limits.

Integration and collaboration set Access Online’s Account Setup and Maintenance functionality apart.  It will allow the State and U.S. Bank to work in tandem facilitating a true account management partnership.

Benefits to the State
· Enables the State to take control of their account set up and maintenance activities

· Expedites the account set up process allowing cardholders quicker access to the State’s corporate travel or purchasing solution

· Eliminates time consuming, manual paper-based processes

· Ensures that accounts are managed based on the State’s priorities and schedule

Security Auditing

Application logs are maintained on the Websphere application server.  These logs are included the date/time and user identification for every user request.  Additional information is logged for audit and system evaluation purposes.  Each database row or directory object is also stamped with the date/time and user identification for the last update.  In the case of system processes that update system data the process name is logged in place of the user identification.  
13) 
Discuss your company’s functionality in the areas of specialty cards such as fleet, ghost, department, vendor specific, relocation.

The purchasing card product encompasses the functionality to include ghost (non-plastic) accounts, department cards, declining balance cards, vendor specific cards, event planner cards and travel or relocation cards.  All of these functions can be made available through working with the U.S. Bank CAL-Card team.  However, U.S. Bank also offers products specifically tailored to other types of procurements and payments.
The other primary products offered by Corporate Payment Systems are listed below.
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The U.S. Bank Corporate Card is a comprehensive, simplified way to monitor and control corporate travel and entertainment (T&E) expenses.  As the program is flexible and widely accepted, it can be easily tailored to meet the specific needs of your organization.  The corporate card offers extensive reporting functions that can yield valuable information to help monitor T&E spending as well as aid in vendor negotiations.  The U.S. Bank Corporate Card also includes:

· Comprehensive travel benefits

· Online access to transactions/statements

· Flexible billing and CTS capability

· Competitive pricing

· Access to worldwide cash advance system including ATMs and convenience checks 

· Electronic Expense Reporting integration

· 24-hour customer service support

· Expense report alliances
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The U.S. Bank Executive Card combines all of the benefits of the U.S. Bank Corporate Card with a unique card and specialized cardholder benefits.  Additional features include:

· Discounts on travel-related services including: ticket upgrades, international limousine service and national preferred-member car rental program membership

· $1 million automatic travel accident insurance coverage

· Complimentary card registration service

· Annual year-end account summary
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U.S. Bank eProcurement capability enables implementation of online supply chain management strategies in addition to fulfilling the traditional functions of a purchasing card.  This cost-effective program also reduces the potential for error, saves valuable time and provides extensive information on all of your organization’s purchases, large and small.  Additional features include:

· eProcurement application integration

· Transaction reconciliation capabilities with leading eProcurement providers

· Tax and compliance management support

· Online eProcurement account setup

· Supplier setup and management
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The U.S. Bank One Card program unites the power of the U.S. Bank Purchasing Card, U.S. Bank Corporate Card and U.S. Bank Fleet Card. Increase efficiencies, improve controls and provide employees with the convenience they’ve been looking for.  The program allows your organization to manage their travel, procurement and fleet transactions with just one process, one staff, one card issuer and only one bill.  Additional program features include:

· Definable individual credit limits 

· Cash advances and convenience checks 

· Current accounting system integration

· Full reporting for complete expense management

· Automatic travel insurance and emergency travel services

· Enhanced data capabilities

[image: image12.wmf]The U.S. Bank Corporate Relocation Card helps you manage your cash flow by eliminating out-of-pocket moving expenses and costly paperwork associated with employee relocation.  This program allows employees to charge all reimbursable, business-related relocation costs to a single, exclusive card.  Convenience is complemented by detailed statements and management reports for a complete audit trail.  Additional features include:

· Empowers transferees to make relocation purchases 

· Lump sum moves

· Optional Merchant Category Codes (MCC) can be implemented

· Automatically feeds into existing expense reporting systems

· Access to worldwide cash advance system including convenience checks

· Adjustable customized line of credit valid for a set or predetermined period of time

The U.S. Bank Voyager Fleet Card gives you sophisticated purchase control and expense monitoring for your fleet.  Within the last 10 years, Voyager has grown to meet the needs of some of the largest state, federal, and commercial fleet management programs in the nation.  [image: image13.jpg]Bbank
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With a comprehensive range of reporting tools available, the program provides a complete payment solution that makes managing fleet expenses easier and more cost effective.  Additional features of this program include:

· Accepted at fueling locations worldwide

· Driver and/or vehicle issuance

· Card level restrictions defined on card by card basis

· Quality, 24-hour customer service through a single contact

· Account flexibility

· Card velocity controls 

· Discount, exception, summary, control and vehicle reporting options

· Online customer access

Harnessing the power of the Internet, PowerTrack serves as the central communications point between buyers and sellers synchronizing physical supply chain events and the corresponding financial processes that they trigger.  PowerTrack’s unique electronic management tools automate the traditional paper-based payment process, which can take two or more months.  PowerTrack offers customers speedier payment—in as little as two to three days—increased information flow, complete integration with enterprise logistics and accounting systems, and overall cost savings.  [image: image14.png]RELOCATION |
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 Additional features include:

· No pre-funding of accounts payable for buyers

· Reduced collections risk for sellers

· Up-to-date transaction status

· Automatic approval process

· eBills for rapid, online dispute resolution

· Comprehensive reporting package

· Enterprise logistics and accounting system integration

· Sophisticated security process
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Revered for its ability to increase productivity while minimizing time management, the U.S. Bank Event Planner Card is a highly sought-after option for cost improvement.  Additional features of this program include:

· Accepted at lodging facilities, caterer, and audio-visual companies

· Plastic or ghost accounts available

· Implementation of state-wide vendor contracts

· Includes all traveler benefits associated with the U.S. Bank Corporate Card

· Control and accountability through event invoices

· Improves control and policy compliance

· Allows event planner to focus on the event itself
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 From valuable discounts from fuel suppliers to our worldwide directors proving pilots and dispatches with useful information, U.S. Bank’s Multi Service Business Card is accepted at over 6,400 locations worldwide.  Our Cardholder Aviation Card Services eliminates risk by using the card for fuel, handling, landing fees, catering maintenance, and charters fees.  Aside form this, U.S. Bank’s Multi Service Business Lines include:

· Aviation Card

· Trucking Card

· E-Commerce

· Trucking Parts/Service

· Custom Cards

· Service for Toll Road and Tunnel Authorities

· Consolidating billing and tracking services for the truck parts industry

(8)
Service Capabilities

This section must describe the bidder's organizational structure, staffing and representation team, quality management, continuous improvement and representation team, and compliance with Section II – Contract, B. Statement of Work, 8.  Customer Services/Support Systems. 

The narrative must include the name of staff, their background and qualifications, and their role in providing representation to the CAL-Card Program.  Bidders must address their company’s service capabilities as they relate to the following issues and questions.

(a)
Customer Service/Support

1) 
Provide an organizational chart and describe your company’s customer service structure for Contract Manager, Approving Official, Accounting/Billing, and Agency Program Coordinator. Will an individual/team be assigned to the CAL-Card Manager Program? Provide employee roles/responsibilities, location and service hours. 
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An organizational chart for the CAL-Card Service Team is provided below.  Our service structure is described in Section I #2 Organizational Support and Staffing.  U.S. Bank staff members highlighted in blue will have the most direct interface with the State Contract Manager and the Agency contacts noted.
2)
Describe the responsibilities of customer service personnel, including the chain of command for problem resolution.

U.S. Bank has a toll-free, 24-hour, 365-days-a-year Customer Service unit fully dedicated to the Corporate Payment Systems Program (1-800-344-5696).  The 150,000 square foot telephone service center in Fargo, N.D. consists of over 130 full time staff.  It is supported by a state-of-the-art IVR (Interactive Voice Response) unit and a ROLM ACD (Automatic Call Distribution Unit).  We also have a new Customer Service Call Center located in Coeur d’Alene, Idaho, just opened in 2005.  In a time when many large companies are moving call centers overseas, we are proud to be able to state that we are continuing to keep our jobs and community investments in the United States.

The Call Center has both a dedicated toll free 800 number and a number that will accept collect calls if a cardholder is out of the country.  These numbers provide Cardholders or Agency Program Coordinators with the ability to easily access account information.

By dialing a toll-free number, cardholders can use the IVR or speak to a Customer Service Representative about issues pertaining to their accounts.  Cardholders will receive immediate assistance on matters such as billing, available 30 day credit, lost or stolen card procedures, declined transactions, fraud and a variety of other issues.

For cardholders who are traveling internationally, they have access to their cardholder information by calling the Visa Assistance Center (VAC) through one toll-free telephone number (1-800-VISA-911 domestic, and 1-410-581-9994 worldwide collect).  The VAC offers global, year-round, 24-hour, seven-days-a-week service, as well as a gateway service directly to U.S. Bank.
Customer Service is available for all CAL-Card contacts.  Upon verification of role/responsibility, a representative will assist the agency contact on matters such as billing, lost or stolen card procedures, declined transactions, disputes and a variety of other situations or issues.

Should the cardholder feel the Customer Service Representative is not resolving the issue to their satisfaction, we encourage the cardholder to request to speak with a Customer Service Supervisor or Manager.  If the cardholder is not satisfied with the level of service, they should immediately report the incident to the Agency Program Coordinator who should in turn report to the U.S. Bank CAL-Card team.  The lead Relationship Manager on the U.S. Bank CAL-Card team will track these instances and work to resolve the situation with Customer Service management.  The lead Relationship Manager will also report these findings to the CAL-Card Contract Manager.

U.S. Bank’s problem resolution protocol is structured to empower each of our service representatives, supervisors and managers to resolve a broad range of problems appropriate to their position within Cardholder Service, Relationship Management and Corporate Payment Systems as a whole.  We have found this to be the most efficient way to resolve problems quickly and effectively.

An overall escalation process follows the service organization structure outlined in the service organization chart included in response to the previous section.  Bob Hebert and the California-based relationship management team will have ultimate ownership for the State contract throughout the life of your program.  They work closely with individuals from all areas of Corporate Payment Systems and will be able to resolve most issues.  The President of Corporate Payment Systems, Rob Abele, is the final step in escalating relationship issues.

3)
How are inquiries requiring research handled by your company?

Depending on the type of research required, either assigned service personnel or specialty areas (e.g., payment research) will perform research at no cost.  Any inquiry requiring research will be logged in our system and the agency contact will be called back within 24 hours with the resolution of the problem.

4) 
Define the dispute-resolution process including time frame and responsibilities of the parties involved. Are disputed items credited while under investigation and for what period of time?

Cardholders simply call the U.S. Bank Customer Service as soon as they become aware of the charge they wish to dispute and are briefly interviewed to determine some basic dispute specifics.  In most cases, that will be all that is required to successfully resolve the issue.  Those cardholders not able to resolve their dispute on the first call can still expect a streamlined process.

Disputes can also be initiated in Access Online by clicking the Dispute Transaction link on the Transaction Management page.  The cardholder will be presented with a dispute reason check list.  Upon choosing a dispute reason an electronic form may be provided.  This form will request additional, specific information and/or inform the cardholder if additional documentation needs to be provided.  Some disputes can be handled entirely online with no signature or supporting documentation required.  Other disputes will require that signed and/or supporting documentation be faxed or mailed to the Dispute Department.  

For disputes that can’t be resolved in one call or entirely online, the following sample timeline shows a typical series of events:

· Day 1-5: Cardholder identifies questionable item on online statement.  Cardholder notifies U.S. Bank by phone, fax, mail, or via Access Online.  (A cardholder signature is required for unauthorized transaction disputes only.)  Within 2-3 days a file is completed for each dispute.  Within five business days, the file is assigned to a researcher.

· Day 6-15: Researcher reviews the dispute request to identify Visa regulation governing the transaction.  If required, researcher orders photo.

· Day 16-30: Researcher receives cardholder authorization.  Researcher reviews file and determines if the charge is valid or invalid.  If a charge is found to be invalid, the researcher credits the cardholder account, charges the item back to the merchant bank and sends a letter to the cardholder notifying them of the dispute resolution.  If the charge is determined to be valid, the researcher removes the item from dispute and sends a letter to the cardholder notifying them of their responsibility to pay the charge. 

5)  
Describe your company’s customer service response policy, processes, and time frames. Detail customer service round-the-clock availability, dedicated team structures, telephone response average wait times, and phone systems automated response unit (ARU) capabilities. For telephone response times, include the following information (most recent monthly average):

· Number of calls received

· Numbers of calls handled

· Number of calls abandoned

· Number of calls facilitated within 30 seconds of being placed in a hold queue.

· Average wait time

· Average length of talk time

Below is a summary of the service performance benchmarks used for our Customer Service Representatives and MIS department.

	Service
	Service Performance Commitment

	Basic Assistance
	Available 24 hours a day, seven days a week to respond to account inquiries and problems, and for notification of billing disputes and requested airline fare credits

	Telephone Service (monthly average)
	· Answer at least eighty-five percent (85%) of all incoming calls within twenty (20) seconds

· Allow no more than two percent of incoming calls to be abandoned from queue

	Dispute Resolution
	Upon telephone notification by Employee Cardholder, disputed Commercial Card charges will be suspended for a period of up to thirty (30) days, with written follow-up.

	Card Production
	· New account cards mailed within three (3) business days
99 percent of the time.

· Replacement and additional cards mailed within three (3) business days 99 percent of the time.

· Cards requested on an emergency basis mailed the same day as requested if request is received by 3 p.m. (EST).

· Reissued cards mailed between the 15th and the 23rd of the month of expiration 100 percent of the time.

	Reports
	Mailed within three (3) business days of cycle date or last day of the month

	Daily Data Download
	Client receives a daily data file of all card transactions for employees.  The file will be available for download each business day no later than 6 a.m. EST. 

	Data Delivery
	Electronic data delivery must meet the following guidelines:

· EDI: five (5) business days after cycle/three (3) day rush

· 1099: 15 business days after quarter end

· SBF: five (5) business days after cycle/three (3) day rush

	Statement Delivery
	· Statements must be mailed within the following timelines:
Central bill – four (4) business days after cycle

· Cardholder statements – 100 percent of statements mailed no later than three (3) business days after cycle

	MIS Report Requests
	· Report delivery must meet the following guidelines:
Standard: five (5) business days after cycle/three (3) day rush

· Custom: seven (7) business days after cycle/five (5) day rush

· Pre-population file: five (5) business days after cycle/three (3) day rush

	Card Applications
	Applications will be processed within three (3) days normal/one (1) day rush


Five Star Service Guarantee

The U.S. Bank Five Star Service Guarantee is our promise to all U.S. Bank customers.  Each business line within the bank has created a unique set of guarantees tailored to its clients’ concerns, and developed processes for dealing with any failure to meet our guarantees.

The goal of the Five Star Service Guarantee is to demonstrate U.S. Bank employees’ commitment to more responsive, respectful, prompt and helpful service.  This program puts into writing our long-held focus on customer satisfaction.

Below are the Five Star Service Guarantees for Corporate Payment Systems.  There are two sets of guarantees, tailored to specific customer roles: Cardholders and Program Administrators.

Cardholder Guarantees

1. We guarantee Customer Service Representatives will be available 24 hours, every day.

2. We guarantee we will respond to customer inquiries in a timely manner:

· Phone inquiries made before 3 p.m. CST will receive a response on the same day.

· Mailed inquiries will be processed within 3 business days of receipt.

3. We guarantee cardholder statements will be accurate.

4. We guarantee requests for replacement cards and Personal Identification Numbers (PINs) received by 6 p.m. CST will be processed on the next business day.

5. We guarantee customer payments received by 12 noon CST will be processed the same business day.

Agency/Program Administrator Guarantees

1. We guarantee customer support will be available to the Program Administrator 24 hours, every day.

2. We guarantee we will respond to inquiries within 1 business day.

3. We guarantee we will deliver timely billing statements:

· Paper statements will be mailed within 3 days of your cycle date.

· Statement Billing Files will be transmitted by 5 p.m. CST the next business day after cycle.

4. We guarantee your Relationship team will be responsible for and knowledgeable about your relationship and will bring you value-added ideas and payment products.

5. We guarantee your Relationship team will contact you on a regular basis and will proactively work with you to improve your program.
U.S. Bank measures response statistics every month:

	Customer Service 
March 2006
	Standard
	Actual

	# of calls received
	no standard
	78,705 CSR / 124,907 IVR

	# of calls handled
	no standard
	203,612

	# of calls abandoned
	no standard
	630

	% of calls abandoned
	2%
	0.8%

	% of calls answered within 20 seconds
	85%
	86.2%

	Average Wait Time
	10 seconds
	9 seconds

	Average Handle Time
	160 seconds
	164 seconds


(b)
Technical Support

1) 
Describe your company’s technical support for your reporting packages, and provide the services hours.

The Technical Help Desk (877-452-8083) is available Monday through Friday, from 
8 a.m. to 6 p.m. Pacific Time.  Customers calling outside of normal business hours are routed to the Customer Service Area where specially trained Customer Service Representatives are available for assistance.  The Technical Help Desk can also be contacted via e-mail.

Cardholders may utilize the Customer Support Area for general navigation and password resets; all other card program or system-related concerns should be directed to the cardholder’s Agency Program Coordinator.

Agency Program Coordinators should contact the Technical Help Desk with all Access Online system related questions.

Upon receiving a customer call, the Help Desk classifies the call into two general groups: System Issues and Access Online Support.

· System Issues— If the caller indicates a connectivity issue or system error, the Help Desk will immediately validate the concern and report it to the Client Services Group (CSG), U.S. Bank’s corporate response team for application, system or technical infrastructure problems.  The CSG prioritizes and resolves issues according to client impact, with Severity 1 issues resolved within four hours, severity 2 issues resolved within eight hours, and Severity 3 issues resolved within three business days.

· Access Online Support—After determining that the call is not a system issue, the Help Desk identifies and logs the call into Siebel, U.S. Bank’s enterprise solution for issue tracking and resolution.  Concerns, questions or issues not able to be immediately answered by the Help Desk Representative are researched, and, if not resolved within two hours, directed to Level 2 Support.

Also responsible for Access Online client implementations, Level 2 support brings an increased level of experience and technical depth to the issue management process.  If Level 2 Support is not able to resolve the issue within 2 business days, it is passed to Level 3 Support.

Issues and requests falling to Level 3 Support are generally caused by data anomalies or are very technical in nature requiring in depth research and analysis and quite likely system development for resolution.  Because Level 3 Support is directly responsible for managing Access Online system defects, change requests and enhancements, they are perfectly aligned to address these types of requests.

2)
Describe your company’s support for recreating transaction files that may have been corrupted, lost, or destroyed.

We can recreate any file we originally created.  Such a request should be brought to a Relationship Manager, who will work with our internal MIS department on the file recreation.
3)
Describe your company’s communication methods for reporting technical problems with Contract Manager, Approving Official,  Accounting/Billing, and Agency Program Coordinator.

Your lead Relationship Manager will keep the Contract Manager abreast of all issues that will affect your program in even the slightest way.  The lead Relationship Manager coordinates your U.S. Bank CAL-Card team and is responsible for coordinating internal resources for your program.  The U.S. Bank CAL-Card team is responsible for the success of your program, as well as your satisfaction with our services.  

Agency Program Coordinators, Approving Officials and Accounting Billing personnel will be informed of any technical problems via a formal communication.  Depending on the scenario we will use any of the following methods; statement inserts, postal mail, electronic mail or by posting the message on our Access Online splash page.  

In addition to personal contact with your Relationship Manager, you will receive notification of any Access Online updates or scheduled downtime via the Access Online Splash Screen, which appears at the start of each session.  Other program changes that affect individual cardholders, such as updates to the cardholder contract or benefits, will be communicated via statement inserts.

(c)
Merchant Support

1)
Describe your company’s initiative toward signing up merchants that do not currently accept the purchasing card, as well as migrating merchants to Level II or III reporting. Do you have a specialized unit that performs this service? 
U.S. Bank’s Nova Information Systems is one of the nations largest merchant processors, and is the arm of U.S. Bank chartered with setting up merchant acceptance of credit cards.

What follows is the strategy U.S. Bank uses to enroll and educate new merchants.

Phase One: Corporate Presale

It is beneficial for both U.S. Bank and the State to have wide supplier participation in the commercial card program.  The U.S. Bank CAL-Card team assigned to the State assists you in bringing your supplier base to full Visa capability.  
Phase Two: Corporate Implementation

U.S. Bank assists the State in developing a complete and well-segmented supplier list that identifies targeted suppliers by region and gross dollar volumes.  U.S. Bank will assist the State in developing and mailing introductory literature, informing suppliers of your CAL-Card program and of U.S. Bank’s Processing Program.  The introductory letter includes a response questionnaire to identify suppliers who are not Visa capable, but who are interested in the CAL-Card program.  U.S. Bank works with suppliers who do not accept Visa to establish a card processing account. 

Phase Three: Marketing, Sales Planning and Execution

In Phase Three, U.S. Bank receives acknowledgment from supplier mailings via fax or mail.  We conduct follow-up calls to suppliers by using dedicated resources in telemarketing.  Our telemarketing efforts seek to meet these objectives:

· Qualify the supplier list

· Close the sale on the call

· Refer leads to the U.S. Bank sales force to make in-person calls where required

Phase Four: Supplier Application

In Phase Four, U.S. Bank sends interested suppliers a response letter and account setup materials, which include:

· Discount rate and equipment costs

· Contract

· Request for photograph of business locations

· Request for voided check for bank transit and routing number and demand deposit account number (DDA)

Once a supplier completes the account setup package, we log the information in the Merchant Bankcard Tracking Program and prepare the account for underwriting.  Upon approval, the supplier is added to U.S. Bank’s billing and authorization system; supplier equipment is deployed; training is scheduled and completed; and the supplier becomes live with U.S. Bank.  The supplier can expect to be setup for Visa processing within 21 business days from the receipt of a completed application package.

Phase Five: Information Systems

U.S. Bank has exceptional MIS capabilities and will generate reports to indicate appropriate deadlines and the general status of the supplier enrollment process.  Our reporting data is monitored and analyzed on an ongoing basis to ensure we are providing the most expedient and efficient supplier setup process possible.  

We will make every effort to enable small business and DVBE suppliers identified by participating agencies in order to work collaboratively with the State’s goals in this area.

It is Visa policy that Level 2 processing capability is the minimal level established for any new merchant looking to accept purchasing cards.  Visa induces merchants by offering a lower interchange rate for merchants with this level.  Level 3 is promoted to merchants whose retail foot print requires this level of detail.  
2)
Describe processes your company would employ to contact/correct instances where a merchant has an incorrect MCC code?
Data integrity is supported at the point of sale through merchant training, enhanced data incentives and data validations.  Because different banks provide acquiring services to merchants, U.S. Bank does not have complete control over the integrity of point of sale data from merchants who use a different acquiring bank.  If an agency identifies a merchant who has an incorrect merchant category classification, the agency can contact their Account Coordinator who will, in turn, report this to Visa for follow-up and resolution.

As an alternative, Visa has a process available to cardholders for reporting merchants with inaccurate MCC’s.  Agencies can send in an e-mail to Visa through the Visa Supplier Locator website under the help section.

The direct URL is: http://visaatm.infonow.net/bin/findNow?CLIENT_ID=VISA_ MERCHANT&PAGE=Help.html.  Visa staff will contact the acquirer and attempt to resolve the discrepancy.
3)
Describe your company’s initiatives toward verifying and correcting obvious inaccurate data (i.e., invalid Tax Identification Number (TIN)), to include erroneous information in specified fields (i.e., phone number in city field), that would further improve the integrity or consistency of information.
Visa has strict standards for data integrity, which ensure that the transaction information U.S. Bank receives and passes on to our clients is accurate.  Some of the standards Visa has in place include:

· Edits and validations are applied to each field of incoming data

· Any fields failing an edit or validation are rejected

· An error message is sent to the acquiring bank to correct and resubmit the information

· “Source Hierarchy” rules govern which data source can overlay another data source

· Visa assesses fines when data standards aren’t met

Since suppliers that provide Level II/III data receive more favorable interchange rates, Visa conducts regular audits of Level II/III data to ensure the suppliers are actually passing enhanced data.  The audit checks for blank fields, identical numbers (i.e., all zeros), sequential numbers (i.e., 123456), and any other discrepancies that would cause the integrity of the data to be suspect.  The percentage of suppliers passing good data is tracked as a measure of progress.

Additionally, agencies can report merchants with incorrect data by sending an e-mail to Visa/Supplier Locater at Visa.com.  Visa staff will contact the acquirer and attempt to resolve the discrepancy.

The 1099 Report in Access Online provides the merchant name, city and state of the transaction that posts on the cardholder statement.  This report also provides the merchant's legal name, street address, city, state and ZIP code, which are provided to Visa directly from the merchant.  There are also fields that capture an additional mailing address for the merchant, which can be used for sending 1099 information. 

In addition, Visa allows the merchant's phone number to be captured in the city field in order to help the cardholder in case they question a transaction.  This allows the cardholder to call the merchant directly instead of initiating a dispute, which may save time.  
(d)
Quality Management and Continuous Improvement Process

1)
Describe your company’s plan for quality management and process for continuous improvement of the purchasing card services program.
Created in 1999, the U.S. Bank Corporate Payment Systems Quality Council is an executive sponsored forum for continuous improvement that meets regularly to discuss various quality initiatives.  The path to excellent customer service requires going beyond reacting to problems on a case-by-case basis.  Through our Quality Council, we examine the facts to understand the cause of the error or misunderstanding.  Once we understand the root cause, we make adjustments to the procedures necessary to eliminate the problem.  Opportunities for improvement are logged, analyzed and addressed by a cross-functional team representing Relationship Management, Customer Service, Product, Credit, Finance and other areas as needed.  The Quality Council also tracks performance trends and allocates resources based on specific project requirements.  

2)
Does your company monitor performance indicators? If so, what key performance measures does your company track?  What is the reporting frequency and period covered for each measure?  What were your company’s performance measures for the last three reporting periods?

Process improvement, or continuous improvement, is integral to the U.S. Bank philosophy of total customer satisfaction.  From the formal benchmarking practices and telephone response statistics we compile, to the satisfaction surveys and client reviews we perform, we focus on providing high-quality services and products.

Targeted Quality Measures and Improvements

While every U.S. Bank agent is responsible for this quality aspect, our Relationship Managers integrate the information and provide suggestions and programs that are meaningful to each agency based on the agency’s goals and resources.  The resulting process improvements are presented to you during the program reviews.

Client Satisfaction

U.S. Bank believes there are four elements of client satisfaction, which are:

· Core product and service expectations

· Basic support services that make products easier to use

· Recovery process for counteracting problems or bad experiences.

· Ability to make products or services seem customized or meet particular needs/solve particular problems

These elements have helped to shape the key indicators U.S. Bank uses to measure our performance as well as gauge customer satisfaction.  

Annual Customer Satisfaction Survey

U.S. Bank is committed to measuring satisfaction of its commercial card clients on an ongoing basis.  The latest surveys, conducted by Gestalt & Associates, Inc. in the fall of 2005, measured customer satisfaction through an extensive web-based survey.  This annual study gives U.S. Bank a foundation upon which to develop future customer satisfaction programs.  Results from the studies are used to:

· Evaluate and trend current performance and satisfaction levels for each of the U.S. Bank core product and service offerings

· Measure “key drivers of satisfaction”—the product and service offerings most important to our clients; evaluate any changes in these key drivers

· Develop actions plan to address any perceived client issues; measure outcomes of actions taken

· Identify strengths and opportunities for product enhancements that have high leverage on customer satisfaction

· Benchmark service performance across organizational units

Below are the results from our annual Customer Satisfaction Survey (2005-2002):
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Since the State of California is a strategic partner for U.S. Bank, we specifically track the State’s ratings and evaluation of our performance.  Below are the State of California results from our 2005 Customer Satisfaction Survey, by functional group:
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For the 2005 survey, Gestalt & Associates measured client satisfaction with Relationship Managers, Account Coordinators, the Technical Support Help Desk and Customer Service Center, as well as overall card program and agency performance.  The questions and results are provided on the following page:

Gestalt & Associates, Inc. Customer Satisfaction Survey Results – 2005

	Performance Attributes
	Mean Score

(on a scale of 0 to 10; 10 is best)

	Relationship Manager:

	Is dependable
	9.3

	Returns calls in a timely manner
	9.3

	Treats you as a partner
	9.3

	Is knowledgeable about U.S. Bank’s products & services
	9.3

	Follows through with requests at the time he/she says they will
	9.1

	Takes ownership of customer issues
	9.1

	Overall satisfaction with Relationship Manager
	9.1

	

	Account Coordinator:

	Is responsive to your requests
	9.3

	Is dependable
	9.3

	Follows through on requests at the time he or she says they will
	9.2

	Promotes a high level of trust 
	9.2

	Treats you as a partner
	9.1

	Provides useful training assistance to resolve issues
	9.1

	Takes Ownership of customer issues
	9.1

	Overall satisfaction with Account Coordinator
	9.1

	

	Technical Help Desk:

	Was courteous 
	8.7

	Was professional
	8.6

	A Technical Support Representative answered your call in a timely manner
	8.5

	Was technically knowledgeable
	8.5

	Overall satisfaction with Technical Help Desk
	8.2

	

	Customer Service Center:

	Was courteous
	8.6

	Was professional
	8.6

	A Customer Service Center representative answered your call in a timely manner
	8.6

	Clearly understood your request when you contacted them
	8.3

	Overall satisfaction with Customer Service Center
	8.0

	

	Card Program and Company Performance:

	Is professional in its business approach
	8.9

	Has a long-term commitment to your business
	8.6

	Promotes a high level of trust among customers
	8.6

	Overall, the card program simplifies your handling of your company’s expenses
	8.5

	The efficiencies of the card program improves your company’s productivity
	8.5

	Overall Satisfaction with Card Program and Company Performance
	8.7


Service Quality Program

We employ a customer service rating system which reflects our commitment to the Five Star Service Guarantee.  The customer service representatives are rated on a scale of 0%-100% for each of the five categories based on their performance during the call.  The Five Service Advantage Values are:

· Make It Personal

· Make Courtesy Common

· Take Ownership

· Add Value

· Share Your Knowledge

The scores for all representatives are averaged to provide us with the overall customer Service Quality score.  

	Month
	SQ Score

	January 2006
	87%

	December 2005
	92%

	November 2005
	86%

	October 2005
	87%

	September 2005
	86%

	August 2005
	89%

	July 2005
	89%

	June 2005
	88%

	May 2005
	85%

	April 2005
	86%

	March 2005
	86%


Customer Service Center Performance Metrics
U.S. Bank randomly evaluates our customer service representatives throughout the month by monitoring the quality and speed of service provided to cardholders.  Criteria measured include:  

· Reason for call

· Time to solve problem

· How many calls were required to solve a problem

· Problem resolution satisfaction

· Customer representative grade (courtesy, interest, knowledge, accuracy, clear explanations, authority)

· Card utility (acceptance, account limits, statements, statement accuracy, reconciliation, ease of payment).
U.S. Bank also measures response statistics every month (March 2006):

	Customer Service
	Standard
	Actual

	# of calls received
	no standard
	78,705 CSR / 124,907 IVR

	# of calls handled
	no standard
	203,612

	# of calls abandoned
	no standard
	630

	% of calls abandoned
	2%
	0.8%

	% of calls answered within 20 seconds
	85%
	86.2%

	Average Wait Time
	10 seconds
	9 seconds

	Average Handle Time
	160 seconds
	164 seconds


3)
Describe how your company will solicit customer feedback of your performance? Please provide sample(s) of your company’s customer satisfaction surveys.  Do you have an on-line customer survey form?

Implementation Surveys

U.S. Bank Corporate Payment Systems has implemented more than 2,200 commercial card programs since 1989.  We draw on this expertise to ensure the implementation process meets your unique needs and objectives.  We also randomly survey clients to make sure they are 100% satisfied with our services.  Since implementation sets the tone for future success, the survey ascertains where you feel U.S. Bank has provided you the necessary tools to have an immediate impact on improving processing efficiencies and increasing cost savings.

Cardholder Satisfaction Surveys

In addition to our Customer Satisfaction Survey that is conducted annually (detailed in question 2 above), the U.S. Bank Customer Service Center routinely conducts cardholder satisfaction surveys, complete with recommendations for improving service and enhancing the utility of our program.  The survey is administered online so cardholders may complete it at their convenience: www.usbank.com/cardholdersurvey 

Valuing Opportunities to Improve the Customer Experience (VOICE) Program

Feedback from our customers and employees is central to our dedication to improving the customer experience.  The collection and consideration of customer and employee suggestions is accomplished through a committee called Valuing Opportunities to Improve the Customer Experience (VOICE).  All of our support representatives have access to a convenient online form in which they may submit suggestions received from customers and/or themselves.  These suggestions are then reviewed by the VOICE committee for customer experience improvement potential.

Client Engagement Feedback

In order to consistently meet client expectations, we routinely solicit feedback from clients every time we engage them in client events.  Examples include:

· Training–participants can evaluate the training session and provide us feedback for future training needs.  

· Conferences/Summits–participants can evaluate the information and key learning presented, suggest future product and service enhancements and discuss any client-specific needs.

(9)
Technical Capabilities
 

This section must describe the bidder’s technical capabilities for interfacing with internal financial systems, data transmission and reporting capabilities, disaster recovery plans, and compliance with Section II – Contract, B. Statement of Work, 12. Technical capabilities.  Note:  The response to this requirement shall be based on the bidder’s most current purchase card management system used by customers (government and/or corporate).

Bidder must address their company’s technical capabilities as they relate to the following issues and questions.
(a)
Hardware and Software Requirements

1)
What are the hardware and software requirements for using your company’s card transaction reporting software packages, including minimum RAM and disk space, minimum processor speed, modem specifications, etc.?

The Access Online technical requirements are as follows:

Customer Technical Environment

· Desktop/Personal Computer

· Pentium® II or faster

· Windows 95™ or higher

· Internet Connection

· 56k or faster, DSL or Cable recommended

· Browser 

· Internet Explorer 5.5 or higher preferred

· JavaScript Enabled

· Adobe® Acrobat® Reader 5.0

· Web-Based Training Software Requirements

· Macromedia Flash™ 6.0 Plug-in

· Adobe® Acrobat® Reader 5.0

U.S. Bank Production/Hosting Environment

· Open Architecture using

· Java

· Java 2 Enterprise Edition

· Redundant High-Speed Internet Communications

· Web Services

· Windows® 2000 Advanced Servers

· MS Internet Information Server

· Application Services

· IBM® WebSphere® Server

· Database Services

· Windows® 2000 Advanced Servers

· IBM® DB2

· Security

· 128 Bit SSL encryption of sensitive data

· All Web servers behind firewall

· DBMS and Application Servers behind

· Corporate firewall

· File Transfer

· HTTPS

· Mainframe-to-Mainframe

2)
What are the installation options for the reporting packages (e.g., stand-alone PC, LAN/WAN, Client/Server, internet/intranet)?

Access Online is a web-based system.

3)
What physical and software security measures does your company take to protect the confidentiality of the company’s transaction information?

U.S. Bank has systems in place to ensure the integrity and security of any data we transfer to the State.  For example, within Access Online, our Internet-based program management tool, U.S. Bank uses the latest Secure Computing Sidewinder Firewalls with 128-bit SSL data encryption to protect the application, business logic and delivery mechanisms of Access Online and client data.  All attachments sent through Access Online Data Exchange are routinely scanned for viruses and 128-bit Secure Sockets Layer (SSL) data encryption protects sensitive information for maximum privacy.

4)
Describe reporting methods for communicating technical problems with program administrators? 

The U.S. Bank CAL-Card team will ensure Agency Program Coordinators are notified of any technical issue.  We will choose the communication method depending on the circumstance.  Communication methods may include statement inserts, e-mail, postal mail or posting the incident on the Access Online Splash Screen.  The U.S. Bank CAL-Card team is responsible for the success of your program, as well as your satisfaction with our services.  The team will ensure that you are informed of any new processes/procedures that could benefit the State’s program as well as be an advocate for any issues you might have.  

In addition, you will receive notification of any Access Online updates or scheduled downtime via the Access Online Splash Screen, which appears at the start of each session.  Other program changes that affect individual cardholders, such as updates to the cardholder contract or benefits, will be communicated via statement inserts.

5)
Does your company have a disaster recovery plan? If so, provide a description of the plan, including the time required to become fully operational after a disaster.

U.S. Bank Corporate Payment Systems’ Disaster Recovery Plan

The mission of U.S. Bancorp’s Business Continuity Program is to establish and support an on-going contingency planning program to evaluate the impact of significant events that may adversely affect customers, assets or employees.  This program is designed to ensure that U.S. Bancorp can recover its mission critical functions, meeting its fiduciary responsibility to its stakeholders and complying with the requirements of the Federal Financial Institutions Examination Council (FFIEC), the Securities and Exchange Commission (SEC), and the Office of the Comptroller of the Currency (OCC). 

U.S. Bancorp has developed detailed Business Continuity Plans and Disaster Recovery Plans for the restoration of critical processes and operations.  U.S. Bancorp has dedicated resources to its contingency planning and disaster recovery program.  Key features of U.S. Bancorp’s planning process include:

· Employee safety strategies and communications

· Systems and telecommunications accessibility

· Alternate physical site location and preparedness

· System backup and recovery

There is a Corporate Contingency Planning Department that coordinates response and crisis management across U.S. Bancorp.  The Corporate Contingency Planning Department has set forth guidelines, which incorporates industry best practices, for critical business units.

· Business Impact Analysis – U.S. Bancorp identifies time sensitive, mission critical processes’ recovery time objectives (RTO) and business impacts.

· Business Continuity and Disaster Recovery Plans – U.S. Bancorp prepares and regularly updates and tests its business continuity and disaster recovery plans to support the business needs.  Plans include crisis management, employee communication, alternate site requirements, recovery management and site-specific checklists.  Recovery plans are reviewed annually at a minimum or as changes occur.

· Work Area Recovery Strategy – U.S. Bancorp continuously updates the Work Area Recovery Strategy to assist in the recovery and continuity of the business in the face of a disaster or other major outage.  U.S. Bancorp utilizes a combination of internal and external resources to support Work Area Recovery. 

· Testing – All aspects of the plans are periodically tested in accordance with regulatory requirements.  This includes crisis management and response, business continuity and critical infrastructure disaster recovery.  Mainframe data is mirrored to the hotsite and server backups are stored off-site in a secured climate-controlled environment.

· Audit – Annual internal and OCC audits are conducted of the business continuity and disaster recovery program.  

· Board of Directors Updates – Corporate Contingency Planning provides regular updates on the status of its contingency and recovery programs to the Board of Directors of the Audit Committee of U.S. Bancorp  

· Employee Training and Awareness - This includes promoting awareness, drilling evacuation procedures, establishing employee criticality ratings, and identifying employees’ roles in a contingency event.  Since clear communication during an outage is vital, many U.S. Bancorp employees who support key functions have pagers and/or cell phones.

U.S. Bancorp’s Business Continuity Plans are developed and maintained to address multiple recovery scenarios.  Below are a few examples of what might occur if we experience an interruption of our normal business.  

· In the event of a Data Center outage, U.S. Bancorp utilizes an external recovery vendor and an internal alternate data center, which is geographically disbursed.

· In the event a business site becomes inaccessible, U.S. Bancorp presently employs the following recovery strategies: 
· Mission critical functions are recovered at another geographically disbursed location within their business line.  
· U.S. Bancorp maintains five internal geographically disbursed Regional Recovery Centers to recover those business lines not recovering themselves.  
· U.S. Bancorp also utilizes external recovery vendors.  
· In the event of a disaster, mission critical employees are relocated to the recovery locations to reestablish mission critical functions within their RTO.

In the event of a disaster at U.S. Bancorp, you would be notified by a member of the Customer Support Team.
Since it is impossible to anticipate every type of potential disaster, there can be no assurance that there will be no interruption of the U.S. Bancorp’s business functions in all circumstances.

Additional Corporate Payment Systems Information

In addition to participating in the Corporate Contingency Planning efforts described above, Corporate Payment Systems takes additional precautions to safeguard information.
Cardholder transaction data is maintained on the production database for 30 days.  Cardholder account history is maintained for a rolling 13-month period.  Data is maintained on compact disk indefinitely. 

All master files are recorded to magnetic tape before and after each nightly posting.  Magnetic tapes are rotated off-site for disaster recovery.  IBM is the disaster recovery hot site for our processor, TSYS.  In the event of disaster, U.S. Bank has an extensive Business Recovery Plan and has facilities at U.S. Bank and/or TSYS in Columbus, Georgia.

The system provides security at the operator, terminal and screen level.  Transactions are controlled by screen access.  Password changes are required every three months, unless otherwise indicated.  Any time a user attempts to access a function for which he/she is not authorized, the attempt is recorded to an exception report which is monitored by the U.S. Bank security administrator.

Once a disaster is declared, the pre-designated data recovery team, utilizing off-site stored back-up tapes, will move to the hot-site and begin restoring systems for accounting, cardholder and merchant files.  Once at the hot-site, it is expected to take 48 hours to restore systems and be in a position to begin normal batch processing.  TSYS normally schedules two disaster recovery tests per calendar year.

The U.S. Bank authorization system has redundancy in the event of disaster.  Additionally, the Visa authorization system, which itself has redundancy, is able to stand in for U.S. Bank if our authorization system is disrupted.

Visa’s Disaster Recovery Plan

Visa has developed a number of integrated business resumption/disaster recovery plans to enable timely recovery of key business processes in the event of a catastrophe.  Plans are in place for various business assets, including core information technology systems and key business units.  All plans are developed in accordance with FFIEC guidelines and SAS-70 audit standards.  Internal standards require that every business resumption plan be tested a minimum of once a year and that any deficiencies noted during a test be recorded in the existing change and problem management system and tracked to final closure.  The Visa business resumption program, including internal standards and guidelines, plan development processes, and testing and evaluation practices, are reviewed annually by Visa International Internal Audit and Visa International’s external auditor.

Acceptable recovery windows for Visa’s business resumption plans vary based on business requirements for a specific application, system or business unit.  For example, the authorization system (V.I.P. System) has an allowable recovery window of “zero” – meaning that recovery must be instantaneous, regardless of the nature of a failure.  Other applications have recovery windows ranging from four hours to a week or more, depending on the nature of the process.  All recovery windows are reviewed annually to ensure that they remain consistent with current business requirements.

(b)
Interface with Internal Financial Systems
1) 
Does your company provide software that interfaces with each participating agency’s internal financial systems (A/P, G/L, T&E, Fleet)?  
U.S. Bank can provide flexible, customizable data extracts through the Financial Extract functionality of Access Online.  Access Online provides a wide variety of financial extract options that enable our clients to match their extracts to their needs.  Access Online Extract types fall into three categories: standard extracts, payment extracts, and general ledger extracts.

The primary difference between these categories is the intended use for the files and the level of customization available.  Standard extracts are best suited for clients looking for a simple, automatic, cycle-driven data extract file.  These extracts are generic in nature, enabling a client to use them for multiple purposes.

Payment extracts are best suited for clients looking for a more robust, yet automatic, cycle-driven data extract file with more controls.  These extracts can be set up at multiple hierarchy positions, and can ensure transactions do not get extracted more than once unless intended, enabling a client to use them for multiple purposes, multiple locations or multiple financial systems, and have the same data extracted to each system.

Alternatively, general ledger extracts are focused on the singular purpose of importing transaction data into a client’s general ledger system.  Because business rules and needs related to the flow of data into a client’s general ledger system varies by client, Access Online offers multiple client-driven, approval-based controls.

Standard Extract

Standard extracts are an effective alternative for clients desiring an easy to utilize, quick to implement, low maintenance, automated extract solution.  Clients choosing the standard financial extract option will receive a basic financial extract at the end of each cycle.  The standard extract can be used for multiple purposes, including archive, “pre-pop” and simple data feeds.

General Ledger Extract

The general ledger extract offers clients a robust, powerful tool that directly integrates into their general ledger system.  The primary benefit of an Access Online General Ledger Extract is the control the agency gains over the transaction data.

Access Online General Ledger Extracts are: 

· Queue Controlled.  Clients can choose which transactions to include or exclude within their extract.

· Sophisticated.  To maintain data integrity between Access Online and the agency’s general ledger systems, Access Online only allows a transaction to be allocated prior to it being included in the general ledger extract.  Additionally, systemic rules are in place to ensure that a client is sent a transaction only once within a general ledger extract and that there can be no overlap allowing a transaction in more than one general ledger extract.  This ensures that transactions within both Access Online and the agency’s general ledger files are in sync and general ledger integrity is maintained.

· Customizable.  Clients drive where transactions are allocated, how extracts are structured and when data is delivered.

Designed for clients with sophisticated data requirements, Access Online General Ledger Extracts are the most advanced electronic data delivery mechanism in the industry.  Clients are able to get the information they need in the format they need it.

2)
Describe how your reporting package accomplishes the interface with each participating agency’s systems.
Please refer to our response to the previous question.
3)
Are there any special hardware or software requirements for using the software that interfaces with each participating agency’s internal systems?  If so, what are the hardware and software requirements?
The requirements for using Access Online are described in response to (a)1 in this section.

4)
Does your company’s online systems support: 

· Customer supplied default accounting chart string with up to 35 characters in up to 8 fields, that may be unique to every card account, and that would be transmitted as part of every transaction record;
Access Online supports strings up to 150 characters in length and can be delineated into up to 150 different segments allowing for as many Accounting Code Segments or fields as required by each agency.
· On-line reallocation of charges from one chart string to another before charges are transmitted to the customer. 

Access Online allows reallocation in the following three ways:
Agencies can manually reallocate a single transaction to one or multiple accounting codes.  The available accounting code segments vary by users and depend on their access rights thereby limiting manual entry errors.  The system also assists users in automatically calculating the share of each split transaction (based on either dollar amount or percentage) to ensure that total of the allocation amounts of all split transactions equals 100 percent of the original transaction. 

Reallocating multiple transactions using the reallocation worksheet: You can also use the reallocation worksheet to reallocate up to 25 transactions to multiple accounting codes on a single screen.  This provides the convenience of being able to reallocate several transactions at once instead of just one at a time.

Mass Reallocation:  The mass reallocation function enables you to specify a common reallocation to a group of up to 25 transactions.  Agencies can reallocate all the transactions to a single accounting code, or split the group by percentage to multiple accounting codes.  Unlike the reallocation worksheet, users cannot specify different accounting codes to specific transactions.  This is particularly useful in a scenario where a group of transactions (e.g., transactions related to office supplies) needs to be divided between two departments.
(10)
Billing 

This section must describe the bidder’s settlement terms including payment options, billing capabilities as they relate to the following issues and questions, and compliance with Section II – Contract, B. Statement of Work, 11.  Program and Transaction Data and 13.  Billing.

(a) 
Describe your company’s billing and settlement terms, taking into consideration additional incentives for timeliness of payment, actual payment alacrity, and the State Prompt Payment Act.

The U.S. Bank Purchasing Card program features corporate liability and billing with terms as stated in the RFP requiring payment in full, less disputes or fraud within 45 days of the Statement Date, which is defined as the cycle date each month that U.S. Bank stops transaction activity for billing purposes.  With electronic billing in place, this time period allows for easy payment processing.  

U.S. Bank will encourage agencies to pay promptly and track agency performance.  A prompt payment incentive will be offered for payments made quicker than 45 days.  See Section III Cost/Rebate. 

U.S. Bank understands the State Prompt Payment Act which is approved each fiscal year by the Governor of California.  U.S. Bank will accept the calculated late payment penalty, if over $75 per invoice, as the alternative to a late fee.

(b) 
How will we receive billing statements?

As cash management products, U.S. Bank card programs provide a valuable service by tracking payments and delivering relevant information back to your management.  To facilitate the process, we offer multiple statement delivery options to integrate with the State’s data management needs.

· Electronic Statement Billing File—The Statement Billing File is an ASCII flat file with transactional details for each cardholder, and supplier information within a given cycle. 

· Available through electronic file transfer or via diskette within two days after your billing cycle date. 

· Provides a single source of information for all purchase activity and can be archived to provide historical data. 

· Can be used as an interface with your internal accounting or general ledger system.
· Available at any hierarchy level; State of California, Agency, Approving Official.  Depending upon need, our Statement Billing File is flexible. 

· Delivered next business day after cycle.  
· Access Online Data Exchange—This functionality allows for data delivery of billing information that is in a variety of media types, ASCII flat files, Excel, Adobe, IReadable, and standard or custom extract files

· Electronic Data Interchange (EDI)—EDI invoicing is available in the ANSI X12, 810 invoice format, transmitted through a value-added network. 

· Created the day after the billing cycle date.

· A U.S. Bank EDI Administrator and your Relationship Manager work directly with the State’s IS/EDI staff to fulfill EDI requirements.

· Corporate Summary Statement via Paper—While not considered a best practice, and highly discouraged in this contract, a paper-based Corporate Summary Statement is available for each organizational setup established. 

· Created the day after the billing cycle date and mailed to the organization address.

· Summarizes the month’s activity and details transactional information by Approving Official, Cardholder, by division and department, depending on the cardholder setup and or agency setup. 

· Also provides transactions, posting dates, vendor name, city and state, and debit/credit amounts.
· Dispute and Fraud resolution credits

· Paper Corporate Summary Statement printed and mailed within three business days of cycle.

· Corporate Summary Statement via Access Online—Corporate Summary Statement is available electronically for each organizational setup established. 

· Created the day after the billing cycle date and viewable in Access Online in Adobe Acrobat (pdf) format.  Allows for easy printing or e-mailing within an agency.
· Summarizes the month’s activity and details transactional information by Approving Official, Cardholder, by division and department, depending on the cardholder and or agency setup. 

· Also provides transactions, posting dates, vendor name, city and state, and debit/credit amounts.
· Dispute and Fraud resolution credits

Twenty monthly billing cycle dates are offered and may be selected from the 6th through the 25th day of each month.  If a billing cycle date falls on a weekend or holiday, data is cycled at the end of the next business day.

(c) 
What options are available for the CAL-Card Program to make payment (e.g., EFT, ACH, check)?

U.S. Bank offers the State a full spectrum of automated remittance options to take the burden out of the payment process.  We recommend electronic payment, a central pay system and payment-in-full policies, offering you the greatest efficiency and simplicity.  The type of payment may be split within the State.

· Central Pay—Individual cardholder charges are billed to the State on a single monthly statement, and a single payment is made on behalf of all accounts.  Central Pay is available for individual or corporate liability accounts, increasing your control and reducing the likelihood of missed or late payments and simplifying the bill paying process for cardholders.

· Electronic Funds Transfer—U.S. Bank can accept a variety of electronic payments, including EDI and ACH.  By using ACH, funds and remittance information will be routed through the State’s cash management bank to U.S. Bank and applied directly to your account.  Electronic payment will:

· Offer the greatest payment efficiency for central payment to multiple accounts

· Streamline employee reimbursement

· Offer a statement pass-through feature that makes reconciling statements easier for cardholders

· AutoPay—Allows agencies to schedule payments, automatically paying the ‘Amount Due’ shown on the U.S. Bank statement every month.  

· Available with central pay or individual pay programs, you choose whether you want funds to be posted daily or on a certain day of the month.

· Funds will be transferred from a designated checking or savings account and confirmation will appear on your U.S. Bank statement.

· Check—We also accept traditional check and coupon payments. 

· Checks posted according to posting date on check.

· Check should reflect payment amount and account number to facilitate postings
(d)
What if an agency wishes to make payment on the invoice upon receipt and reconcile later.  In doing so, what is the process for handling disputes, fraud, etc., after payment?
Paying the entire invoice in full, and reconciling on the back end is recommended as a best practice.  U.S. Bank has helped many governments and corporations achieve just such a payment method.  This method alleviates cumbersome routing procedures, and maximizes rebate opportunity, while still maintaining dispute and fraud rights to protect an agency from paying for charges that are not ultimately their responsibility.  There are significant process cost savings for agencies that utilize this format of payment and reconciliation.
Because disputes can be reported by the cardholder within 60 days of invoice cycle date, you are protected even if you paid for the transaction upon receipt of the statement.  90% of all disputes are researched and closed within 30 days, and if the dispute results in a credit, that credit will be forthcoming on the next cycle billing – the overall invoice amount is reduced by the amount of the credit, thus providing an offset to the already paid for transaction.

Most fraud is identified by U.S. Bank before it even appears on a cardholder statement, and in such cases, those charges are removed prior to cycle, and would not show up on the invoice.  However, should a cardholder identify and report fraud after cycle, the same process occurs as noted above – whereby credit would be posted on the following billing cycle.

In cases of cardholder misuse, Visa liability insurance covers employee misuse before and after cycle.  All U.S. Bank liability options qualify for the Liability Waiver Program, which protects against losses associated with terminated employees.  Coverage is effective 75 days prior to notification of termination and 14 days after notification.  There is no cost for this coverage.

(e)
What is your capability to bill individual invoices to multiple departments within one agency?

Each agency is able to receive billing at various levels in the hierarchy.  U.S. Bank hierarchy allows for billing to occur at either State of California level, agency level, department level or Approving Official level.

(f) 
How do you make payment postings? (Outstanding amounts first?)

Payments are applied to the outstanding balance first and then to the current balance.  Outstanding balance is derived from the total charges less any payments received.   

(g)
What are the requirements for the payment of invoices (i.e., card account #, agency account number, etc.)? 

To facilitate posting, U.S. Bank would like to see the Agency name and the Managing account number.  A copy of the invoice can be attached, but is not required.

For electronic or automated payments, data parameters would be established at the time of set up.

(11)
Demonstration and Pilot

This section must describe the bidder’s capabilities to plan, initiate, conduct, support and manage, and complete a successful demonstration period and/or pilot program, if requested by participating agencies, as part of the implementation of the CAL-Card program purchasing card services and technologies.  

The State may require the awarded contractor to conduct demonstrations and pilot programs prior to implementation of purchase card technologies during the term of the contract.  This will require that the bidder work in a collaborative effort with the PD, State Controllers, Department of Finance, and participating agency to get the necessary approvals to employ new purchase card services and technologies.   

As part of the demonstration for this RFP, the bidder shall provide a website link that has your most recent purchase card management system that can be accessed by the evaluation team.  The website link shall provide the evaluation team with a live test site to demonstrate bidder’s purchasing card services and technologies, as outlined in your response to this proposal.  The evaluation team will be evaluating, at a minimum, the following tasks and/or capabilities:
· Managing/Billing Level Set Up

· Cardholder Set Up

· Online Statement Capabilities

· Online Reports Available to Participating Agencies (i.e., Standard, Ad Hoc, SBE/DVBE, etc.)

· Cost Accounting Structure

· Transaction Viewing

· Cardholder Online User Access Set Up (Cardholder)

· Managing User Online Access Set Up

· What is viewable for Cardholder, Billing Office, APS, etc.

· Web-based Training

· Web-based Help Desk 

· Contract Management Capability

U.S. Bank has been providing purchasing card products and services to the State of California since 1992.  We began by piloting the CAL-Card program with the Department of Transportation.  Since then, the program has been a resounding success, marked by significant annual growth in participants, cards, transactions and charge volume.  During our 14-year history as the purchasing card provider to the State of California U.S. Bank has successfully proven our ability to implement pilot programs of all sizes with varying technology requirements.

More recently U.S. Bank was given the opportunity by the State of California to transition two local agencies from the Rocky platform to Total Systems (TSYS) platform.  This transition has allowed for the two pilot agencies to have exposure to the Access Online technology offering contained in this response.  Our Relationship Management team developed an implementation plan that encompassed the entire scope of the transition including, but not limited to technology requirements, sample communication pieces, and program and technology training materials for program participants at various levels.  Transitioning these two agencies allowed us to pilot our implementation process, and greatly enhanced the technical abilities for two agencies currently participating in the CAL-Card program.  Both transitions were very successful.

U.S. Bank is committed to working collaboratively with the Procurement Division, State Controllers, Department of Finance, and participating agencies to build your comfort level with our product and technology offerings.  We will conduct demonstrations and/or pilot programs if requested by any agency.  

The length of a requested pilot program is determined through consultation with the Agency Program Coordinator.  Standard pilot programs run an average of one to two months; typically this is a sufficient amount of time to address the program’s utility and incorporate any findings into the implementation plan for the full program rollout.

U.S. Bank will provide the evaluation team with a web link and access information to an Access Online demonstration site, as well as the link and sign on information for Access Online Web Based training site to assess the capabilities of our on-line program management tool functionality.  The demo site contains all technology functionality, and the  web based training site presents the training modules for this tool in an easy to follow lesson format.  This site can be utilized by all levels of program participants.  

However, to fully allow you to navigate and understand the broad range of functionality, we recommend an in-person or web cast demonstration by our U.S. Bank technology group.  The system demonstration would encompass all requirements as listed.  
(12)
Contract Management


This section must describe the bidder’s contract management of the CAL-Card contract and compliance with Section II – Contract, B. Statement of Work, B.  Contract Management.

Contract management shall be a responsibility of the PD, CAL-Card Contract Manager, Contractor, and Participating Agencies.  Therefore, the bidder shall describe how it plans on managing this contract with these entities.  

The contract management shall address, at a minimum, the following:

· Strategic Plan for Contract Management

· Tactical Plan for Contract Management

· Periodic meetings with DGS Executive Office

· Quarterly meetings with PD

· Periodic meetings with CAL-Card Contract Manager

· Periodic meetings with Participating Agencies

· Problem identification and resolution

· Reports (i.e., ad-hoc, monthly, quarterly, etc.)

· Meeting agendas and presentations

· Program updates and discussions

· CAL-Card Program Growth

· PD includes the following:  PD Management, CAL-Card Contract Manager, Marketing and Outreach Unit, CAL-Card Audits, Public Records Coordinator, and Office of Small Business and DVBE Certification Coordinator.
U.S. Bank’s Corporate and Government Payments Systems group has a singular charter - to provide innovative payment solutions to our clients, which allow for the exchange of value between buyers and sellers in a cost effective environment using a variety of products based on transactional needs.  The Strategic Plan for this contract while being jointly developed with the State will focus on ensuring that the State maximizes the utilization of these payment solutions.  The primary focus of this higher strategic goal will center on program growth in order to both maximize the volume of the utilizing participating agencies, as well as including a focus on marketing to new non-utilizing agencies.

It is important to note that the U.S. Bank CAL-Card team has a unique and unparalleled advantage given their twelve-plus years working with the State, of having an unrivaled depth of knowledge in both California state and local government purchasing and accounts payables processes.  This allows U.S. Bank to develop both a strategic and tactical plan that is framed around this understanding of State procurement.

U.S. Bank will work with the State to mutually agree to a comprehensive set of program goals which, at minimum, shall include tracking against key program variables, which are indicative of Best Practice programs:

· Volume – Growth in dollar spend is a key metric of program success, as it is indicative of the health of a program, as well as evidence of expansion either through increased utilization or identification of new or creative card spend opportunities.  Continual volume growth results in higher revenue earning opportunity for both the State and the participating agencies.

· Cards – It is paramount that cards be deployed to a high user base of staff actually charged with the procurement of goods and services, and U.S. Bank will help agencies ensure that cards are distributed to the areas that will most benefit from availing themselves of this cost effective tool.

· Transactions – Arguably the most vital indicator of a strong program.  Numerous marketplace studies show that procurement cards are the most cost effective way to purchase and pay for repetitive low dollar purchases.  Given this, every transaction on CAL-Card provides significant cost avoidance, as a card transaction does not have to be accomplished in an alternative, more cumbersome manner that adds transactional cost.

U.S. Bank is prepared to meet with State’s Contract Management with any frequency that the State finds optimal, and at minimum, quarterly.  Understanding that program visibility to and support for the program with DGS Executive management is essential, U.S. Bank will continue to, in concert with PD Contract management, meet with executive level staff as needed in order to keep them apprised of program success and key initiatives.  To support the user agency base, the Bank’s Relationship Management staff will regularly meet with any agency that requires tactical assistance anywhere in the State, as well as conduct quarterly User Group meetings throughout the State to keep participating agencies informed of the latest market news, best practices, U.S. Bank innovations, technical or other program enhancements. 

U.S. Bank has, throughout the course of the current contract, demonstrated that we are capable of continually seeking solutions to assist the State in maximizing program potential.  This climate of partnership has and will continue to focus on:

· Promoting U.S. Bank technical solutions.  The State’s current processes are paper intensive, and U.S. Bank stands ready to both promote and facilitate moving to electronic reconciliation and payment processes both at the macro State Controller’s Office and DGS level, as well as the individual agency level.

· OSDS – U.S. Bank has worked in the past, and will continue to work with the Office of Small Business to develop a mutually agreeable reporting mechanism to facilitate both the tracking and reporting of OSDS CAL-Card related spends.

· CAL-Buy – U.S. Bank has a successful track record in assisting companies who utilize eProcurement systems to pay for those transactions on procurement cards.  The U.S. Bank Access Online tool has the capacity to integrate and reconcile order data exported from eProcurement applications like Ariba, with card payment transactions, allowing for output files to be generated that may automatically be mapped into accounting and general ledger systems

Tactical Planning includes:

· Program Growth, including U.S. Bank’s Program Optimization process involving analyzing agency actual Accounts Payable spend to identify merchant or spend categories that can be leveraged for spend on CAL-Card.  The Bank will also perform analysis and identification of under-utilizing agencies who will be contacted by U.S. Bank CAL-Card team to understand the current state of the program, and offer best practice solutions to move agencies beyond internal barriers which may be stifling program growth.

· Semi-Annual and Annual program review to include key metrics:

· Volume metrics overall and by agency type, and key contributing agencies

· Volume growth deltas overall and by agency type, and key contributing agencies

· Volume metrics historic

· Card and Transaction data historic data and growth deltas

· Agency card data tracking largest programs

· Tracking of program by agency card size including delta and historic information

· Top program by card size reporting

· Implementation tracking current and historic

· Quarterly, Year to Date and Historic Rebate Earned reporting

· Initiatives and Issues Reporting.

· Delinquency Management – Monthly reporting to PD on both macro and micro level delinquency status

· Payment Analysis focused on

· Streamlining the payment process with the Controller’s Office

· Identification of payment trends and lost rebate opportunities

· Implementation pipeline tracking and updates (Monthly)

· Industry Updates and Best Practices

· Quarterly User Group Meetings throughout the State

· Content to provide value add experience for attendees 

· Agenda driven by U.S. Bank with collaborative input from PD on desired topic content

· Industry Trends

· Technology Enhancements and Updates

· Best Practices

· Agency Case Studies will showcase a top performing agency to present a case study on their program including tips and tricks on what they are doing that is unique, so that others may adopt these strategies for their programs.
· Program Marketing and Training – See response to Section 1 #3 Marketing and Training Plan.
(13)
Other Services
This section must describe the bidder’s capability to offer other purchase card services and technologies that have not already been addressed and will compliment the CAL-Card Program and those Participating Agencies that decide to employ these services and technologies.  This section shall be in two parts.  The first part shall include those services and technologies that are at “no cost.”  The second part shall include those services and technologies that are “cost items.”  The cost items shall be listed on the commercial available price list, in accordance with Section III – Cost/Rebate.

No Cost
Accounting Code Validation

U.S. Bank Access Online Accounting Code Validation will enable the State to automate your general ledger posting process and bring greater efficiencies to your overall procurement process.  By effectively managing transaction mapping, the State can gain better access to your program data and are will be empowered to make more informed sourcing and spending decisions
In addition to facilitating the automatic identification and mapping of transactions to a general ledger account, Access Online will empower the State to customize how accounting codes are managed and applied to purchasing card transactions.  Access Online can dramatically reduce the administrative overhead associated with manually correcting invalid transaction allocations.  Access Online allows you the flexibility to:

· Create multiple unique accounting code structures

· Set distinct validation rules for different cardholder groups

· Develop specific validation rules per accounting code segment including validate from a list of valid values and validate by numeric values

· Design and customize accounting code validation controls

Accounting code validation involves effectively categorizing and identifying accounting code segments whose values have interdependencies.  U.S. Bank defines an accounting code as a string of characters that consists of one or more segments.  Access Online can accommodate accounting codes up to 150 characters in length and any number of segments up to that limit.  The character string within each segment is used by the State’s general ledger system to categorize and organize financial transactions.  Transactions are typically categorized by:

· General ledger accounts/expense types 

· Organizational groups/cost centers

General ledger specific segments usually consist of a relatively static set of accounting codes that represent the different accounting categories put forth by Generally Accepted Accounting Principles (GAAP).  Examples of general ledger accounts include; shipping, office supplies and third party cost of goods sold.
Segments that are used to indicate which organizational group a transaction is allocated to usually include segments such as division, department, location and project.  Some clients refer to the compilation of these segments as a cost center.  Please note that these are examples of segments that an organization may use, and can vary greatly from one organization to the next.
How It Works

Access Online Accounting Code Validation has been built by focusing on the separation and maintenance of multiple clusters of accounting code segments within a string.  The State will be able to group accounting code segments that have interdependencies and maintain all of the valid combinations of these segments within a list of valid values.
Access Online Accounting Code Validation will confirm that an accounting code used to allocate a transaction within Access Online is valid within the State’s general ledger chart of accounts.  It will also verify that a segment value and a combination of segment values are valid.  For example, if a the State cardholder has two segments within his/her accounting code string named location and project, and the cardholder reallocates a transaction to MPLS.1556, Access Online will be able to validate that:

· MPLS is a valid value for the Location segment

· 1556 is a valid value for the Project segment

· MPLS and 1556 make a valid combination of segments
Access Online Accounting Code Validation’s main functional elements are built on accounting code structures, valid value lists and accounting validation controls.
Accounting Code Structures

As previously indicated, most clients have established accounting code structures that are used to map transaction data into their general ledger system.  Access Online Accounting Code Validation is designed to accommodate any number of accounting code structures, enabling the State to seamlessly integrate your card program data into your existing accounting systems with minimal effort.
Benefit:  the State will be able to use the same accounting code structure that you utilize for all other financial activities to map your card program transactions.  Access Online’s Accounting Code Structure controls will allow the State to tailor your program settings to facilitate the seamless integration of all of your transactions into one system.
Valid Values Lists

Valid Values Lists are lists of segment values, and associated information, that are used to validate the value of a specific segment.  Each valid value list will be attached to only one accounting code structure.  The valid value list will contain all of the possible values for each accounting code segment that the State selects to be validated. 

You will be able to update the valid value lists by uploading a tab delimited text file (flat file) via an administrative page within Access Online.  The State will have the option to either add or delete selected values from an existing valid value list or replace all existing values within a valid value list.  

Benefit:  the State will be able to associate segments into logical, commonly used groups thus reducing the number of valid values they have to maintain.  Valid value lists streamline the allocation process and help Program Administrators better control the combination of accounting code structures cardholders have access to.

Accounting Validation Controls

Accounting validation controls contain all of the validation rules that an administrator can set for each segment within the accounting code structure.  The State will be able to choose any one of the following validation controls per segment:

· Validate from List

· Validate Numeric

· Entry Required

· No Validation Needed (default)
Access Online will allow the State to set up multiple, distinct accounting validation controls to tailor validation rules per cardholder group.  Access Online also provides detailed reporting options that will enable the State to monitor the effectiveness of your accounting code validation program.  This will allow the State to clearly identify issues that may exist and quickly make adjustments when necessary.
Benefit: the State will be able to establish criteria and parameters that ensure that your card program transactions properly map to the correct general ledger accounts.  Accounting validation controls automate the allocation process, reduce the amount of manual intervention and ensure that cardholder transactions are properly allocated.
Access Online provides several robust and easy to use reallocation tools that assist cardholders in reallocating transactions to valid accounting codes.  These tools include:
· Reallocation Worksheet – Consists of a spreadsheet-like user interface that cardholders or Program Administrators can use to reallocate up to 25 transactions on a single page.  Can be used separately from accounting code validation.

· Mass Reallocation – Enables cardholders or Program Administrators to apply a common split or a common reallocation for up to 25 transactions.  Can be used separately from accounting code validation.

· Search and Select Valid Values – Allows cardholders or Program Administrators to search for a valid value by segment value or segment value description.  This functionality will be available for all segments that validate from a valid value list.

· Accounting Code Validation on Reallocation – Shows the cardholder that a manually reallocated accounting code has been accepted.  When cardholders reallocate a transaction, Access Online automatically verifies that the accounting code is valid.

· Detailed Error Messaging for Invalid Segment Values – Highlights any account code segments that have not properly mapped to the agency’s general ledger.
Order Management

Access Online Order Management benefits the State by facilitating automated accounting code allocation, order reconciliation with purchasing card transactions and timely extract information to your general ledger and/or accounts payable system. 

As a best practice, U.S. Bank recommends and supports the integration of the State’s purchasing card transaction data with your procurement systems and one way to achieve this more integrated state is by utilizing an eProcurement solution.  eProcurement solutions facilitate Internet purchasing and help companies ensure that negotiated contract items and prices are utilized.  Access Online Order Management functionality will facilitates the collection of more robust data by aggregating transaction data from the State’s purchasing card programs with order data from your eProcurement solutions.  
Benefits

This functionality will streamline integration with the State’s financial systems, facilitate audit processes and provide enhanced data for management reporting while reducing post payment reconciliation activities.  In addition to consolidating or possibly eliminating paper processes, Access Online will:

· Allow for matching of orders and posted purchasing card transactions in an online environment

· Provide online exception management capabilities for unmatched orders and “orphaned” billed transactions

· Automate the accounting code reallocation process

· Deliver management reporting to assist in monitoring, controlling and directing program effectiveness

As an added advantage, Access Online will enable the State to manage transactions for both your purchasing card program and eProcurement system within one application either automatically or manually.

Feature Functionality

Access Online Order Management functionality includes:

· Enhanced standard order input file

· Order file load and validation

· File receipt with acceptance and rejection notifications

· Automated matching based on match keys (purchase order number and cardholder account number)

· Matching multiple transactions (partial shipments) to one order

· Automated transaction allocation based on order data

· Flagged exceptions (out of tolerance, etc.) with reasons

· Match order and transactions gross or net of taxes

· Manage tolerances (percents and/or dollars) through order data and through transaction management controls

· Manual matching of order to transaction and transaction(s) to order

· System suggested best matches for manual matching

· Enhanced search capabilities for orders and transactions

· Enhanced data including order balancing, match identifiers, order fulfillment status, order source, duplicate order indicators and order transaction variance

· Manual “suspension” of orders and ability to separate orders from transaction and transactions from order

· Extract file of billed transactions with account allocations matched from the agency’s order

How It Works

Order data from the State’s eProcurement application is received by U.S. Bank and automatically matched to transaction data from your U.S. Bank Purchasing Card program.  The transaction match criteria are the order number from the State’s eProcurement application and the purchasing card account number.  The following steps highlight the order management process:
1. Cardholder/Buyer Creates Order — The process begins when a cardholder/buyer places an order through an eProcurement application using a purchasing card for payment.  The eProcurement application order data is sent to U.S. Bank in a standard (flat) file format.  The order file is received, validated and loaded into our system.  Cardholders/Buyers also have the option to manually enter order information directly into Access Online if it is secured outside of the State’s eProcurement application.
2. Supplier Processes Order — The supplier receives and processes the cardholder’s order and ships a complete or partial order.  As the order is filled, one or more payment transactions are processed.
3. Access Online Matches the Payment Transaction(s) to Order — As each transaction posts, Access Online attempts to automatically match the payment transaction to an order.  For an automatic match to occur, the eProcurement application order number and the order number in the transaction must match.  Unmatched order and payment transactions are made available for manual matching within Access Online.
4. Access Online Verifies if the Order is Fulfilled — Once a match has occurred, Access Online verifies if the order is fulfilled.  An order is considered fulfilled when the accumulated total of the payment transactions matched to the order is equal to or greater than the order amount plus/minus the tolerance.  Tolerance limits are client-specific and are transmitted to U.S. Bank in the order data file or can be set in Access Online as defaults.  Tolerances can be stable or modified by order and are established based on a dollar amount or a percentage (or both) of the total order amount.  If an order has been fulfilled, the transaction is made available for manual processes within Access Online.  If an order has not been fulfilled, an automatic match occurs.

5. Access Online Reconciles the Transaction — When a match occurs, the order and transaction data get appended to each other.  This process also automatically reallocates matched transactions if accounting code values are provided with the order data.  In addition, Access Online compares the dollar amount of the posted transactions to the dollar amount of the order.  If the cumulative billed (transaction) amount exceeds the order amount plus tolerance, the transaction is marked as an exception.
6. Manual Reconciliation and Additional Access Online Transaction Management and Order Management Functions — Once Access Online has attempted to match the transaction(s), additional functions are available online to manage exceptions, partial shipments and accounting code reallocation.  Once the matching and Access Online processes are complete, the State may choose to have U.S. Bank transmit a file of the order transaction match results for financial system integration.

Access Online eProcurement Reporting

Various Standard Management Reports will also be available to support the management of the order management functionality.  The following new reports are included in Access Online:
· Level II Quality by Merchant — This Supplier Management report will provide the State the ability to report on the quality of Level II data on financial records by merchant.  This report also includes statistics on the results of automatic or manual order matching.  

· Billed Transaction Analysis with Order Detail — This Financial Management report provides detailed and summary billed transaction information regarding the results of order and transaction matching. 
· Order Analysis — This Financial Management report provides detailed and summary order information regarding the results of order and transaction matching. 

· Full Transaction and Order Detail — This Financial Management report provides full expenditure detail on accounts including transaction, line item, order, account allocation and tax estimation information. 

· Order File History Report — This Program Management report provides information regarding the status of the order data file after it is loaded for the order match processing. 

Declining Balance Cards

U.S. Bank commercial cards can be set up so employees draw down from a pre-set amount using the card’s Declining Balance feature.  This allows the State to set per-project dollar limits tied to a particular project or budget.

The Declining Balance feature allows U.S. Bank clients to impose a pre-determined credit limit on their corporate-billed accounts.  The card becomes inactive at the expiration date or when the Declining Balance limit is depleted.  

Cost Items

Custom Financial Extracts

U.S. Bank provides standard electronic transaction files and payment files that can be integrated into your financial systems. These files contain virtually all data transactional and allocation data elements needed to electronically post and pay for CAL-Card invoices.  Some organizations choose to use these standard files and write programs to load these files into the systems.  Alternatively, U.S. Bank offers custom mapping services to deliver transaction data directly to your Accounts Payable or General Ledger system in an agency-specific defined file format, containing only data elements that the agency requires, and in a format that the agency can upload into their financial systems.

U.S. Bank Technical Consultants have created customized financial extracts for integration with such major accounting systems as Oracle, SAP, PeopleSoft and J.D. Edwards.  Our extensive experience will allow us to provide the State with a solution that reduces operator-input error and speeds up transaction processing.

Allocating costs to general ledger accounts can be accomplished in a number of ways:

· Assign a default account code to each card account and hard code the allocation information into the card.  The Statement Billing File then automatically transmits the information and updates your general ledger.

· Revise the allocation of purchases across multiple cost centers.  You can re-allocate transactions to various projects based on allocation tables built into Access Online  Any one or combination of the following methods can be used in the allocation process:

· By cardholder

· By specific Merchant Category Codes

· By Merchant Category Code Groups

· Manually re-allocate every transaction from a single card used for multiple departments.  By logging into Access Online, the manager can view his/her transactions and manually re-allocate them to the appropriate department. 

During the implementation process, your U.S. Bank Relationship Manager and Solutions Consultant will work closely with your organization to scope and document your financial extract requirements.  Custom financial extract development typically takes six to eight weeks; the development schedule includes the following:

· Your Relationship Manager engages a Solutions Consultant to participate in the implementation meeting.

· The Solutions Consultant determines the State’s file specifications and develops a specification document for review.

· Once specifications are agreed upon the custom financial extract is developed.

· The custom financial extract goes through Quality Assurance testing at U.S. Bank.

· After thoroughly testing the importing of the financial extract file into the State’s financial system, the State will be asked to complete a final sign-off form indicating that the custom financial extract is working properly according to the agreed-upon specifications.

· Once a cycle, the financial extract file will be delivered to the State via the secure file exchange function of Access Online, called Data Exchange, and can be saved to a local or network drive.

Electronic Expense Reporting

U.S. Bank understands that State agencies may not utilize the CAL-Card for travel-related expenses.  However, local governments have the flexibility to use the card for travel.

U.S. Bank Corporate Payment Systems supports all electronic expense report and management systems, whether commercially available or developed by in-house MIS departments.  All posted cardholder transactions can be sent electronically to your system either daily, weekly or monthly.  Pre-population abilities save time in expense report preparation, approval, audit and reconciliation.  Additionally, the enhanced data capture provided through our pre-population data file allows companies to manage their spend data, perform trend analysis, and have the information necessary to negotiate more effectively with suppliers.  U.S. Bank assesses no fee to provide charge data for expense report pre-population.

Since 1997, Concur® Technologies and U.S. Bank have been alliance partners delivering a complete end-to-end solution for Corporate Expense Management.  Recently, U.S. Bank and Concur have expanded the relationship by offering our clients the premier tool to automate each step of their organization’s expense management process.  Through our partnership, a local government agency can realize significant savings of time and money, from expense report preparation and approval to policy compliance, reimbursement and data analysis.

Should a local government express an interest, U.S. Bank and Concur stand ready to meet with the agency to explain the full suite (and pricing) of available Concur products.
Cash Advance Capability (Optional)
With acceptance at more than 24 million worldwide merchant locations, the very nature of the CAL-Card Program serves to greatly reduce the need for cash.  However, we understand cash is necessary at times.  If the State so desires, the bank can allow for cash advance capability for select agencies or cards.  In these cases, cardholders have access to well over 1.5 million cash access locations (ATM and non-ATM), eliminating the need for agencies to manage and fund a petty cash advance program.

Our cash advance program offers the most complete worldwide cash access program available.  Now the agency can eliminate agency-funded cash advances while continuing to give travelers the peace of mind that comes from knowing they can access cash practically anytime, anywhere.  U.S. Bank fully funds all cash advances to cardholders and the agency incurs no additional liability for cash advance transactions.

ATMs and Member Banks.  

· U.S. Bank provides the largest cash access network in the world:

· Over one million automated teller machines (ATMs) worldwide (over 395,00 domestic)

· Over 465,000 member banks worldwide available to issue cash (over 99,000 U.S.)

· U.S. Bank Cards are accepted at all Cirrus and Plus ATMs.

Convenience Checks are also available as an additional means of obtaining cash.  Convenience Checks allow individual cardholders to issue personalized checks against their U.S. Bank Corporate Card account.  Users receive a checkbook with 15 customized checks.
Cash advances may be limited at the agency, group or individual level in consultation with U.S. Bank.  This limit is typically set at 20% of the spending guideline (also established in consultation with the agency) during each billing cycle.  In addition, restrictions are placed on ATM withdrawals by the bank that owns each ATM.  Although they vary, many banks limit advances to three transactions per day, $250 per transaction, and $999 a day.

U.S. Bank has recommended spending guidelines and cash advance percentage parameters for card accounts.  Your Relationship Manager will review your agency’s requirements to design a program that best meets your agency’s unique needs.

SECTION II – Contract

A. 
OVERVIEW 

This section, along with the Contractor’s responses to the technical requirements, contains the Contractor’s responsibility after contract award.

In addition to the contract terms required by the State of California, U.S. Bank suggests additional terms and conditions be added to the contract.  Please refer to Exhibit 6 for a listing of these negotiable Additional Terms and Conditions.
B.
STATEMENT OF WORK
1.
Purpose

This Statement of Work (SOW) gives an overview of the purchasing card services and technologies under this Master Services Agreement (MSA) to be provided to the State of California, Department of General Services, CAL-Card Program and the participating agencies.  
2.
Period of Performance
The period of performance for this MSA contract shall be for five (5) years with at the State’s option, one (1) two (2) year extension.  
U.S. Bank understands and will comply.

3.
CAL-Card Program 

In May 1990, the California Department of General Services (DGS) published a report titled “Using a Bank Card for Small State Purchases.“  The report recommended that the State conduct a pilot project to test the advantages and disadvantages of employing purchase cards for small dollar purchases of commodities.  

In 1992 the DGS awarded an 18 month competitively bid pilot contract that called for six state agencies to run a pilot program.  Because the pilot program was so successful, the contract was renewed and made available for all state and local governmental agencies. 

Since that time two sequential contracts have been competitively bid and awarded for continued purchase card services.  The first contract term was three years fixed with two one-year options for extension and the second was a two year fixed with four one-year options for extension.  

The CAL-Card Program allows State and local governmental agencies to utilize the Master Services Agreement through a contract addendum process.  The CAL-Card Program has been extremely successful in providing California state and local government agencies with purchase card services and continues to experience year-over-year growth in individual program usage and new participating agencies.

Finally, On July 24, 1996, The State of California officially named its purchase card program “CAL-Card“ and registered the name under a certified service mark.

4.
Agency Enrollment and Implementation

The implementation schedule shall include a time line for the various steps required as well as the timeframes to ensure implementation stays on schedule.  The contractor shall provide detailed information on the new agency enrollment and implementation plan, including, at a minimum:
· Contact information and roles and responsibilities for all Contract Program Support Staff

· Contact information and roles and responsibilities for the State of California Contract Management Staff

· Schedule with dates and locations for program and technology solution training

· Schedule with dates and locations of Quarterly User Group Meetings

· Program forms (hard copy and electronic)

· Agency training methods and training materials (hard copy and electronic)

· Agency hierarchy establishment (i.e., Approving Official, Accounting/Billing and Agency Program Coordinator, etc.)

· What are the maximum levels (hierarchy) for each participating agency

· Billing process flow and associated reports

· Card controls and issuance options

· Card/account set-up

· Card/account production and distribution

· Card/account activation

· Electronic access set-up and testing

· Mapping for interface with customer accounting system

· Demonstration and Pilot, if requested by agency

· Account follow-up

· Sample instructional guidebooks

· Review of Agency-specific policies and procedures

· Contractor’s Guidelines (Policies and Procedures)

U.S. Bank understands and will comply with these requirements.  Please refer to Section I, #1 Agency Enrollment and Implementation for complete details.

a.
Card Design and Embossing 
The Contractor shall be responsible for the embossing and printing of the purchasing cards to the State’s specifications.  The State will furnish the necessary artwork (digital file) in order to provide a distinctive card design and color that will identify the card as a State of California CAL-Card purchasing card.  The State will use this one basic design as the standard card stock to be used by all CAL-Card participants.  The State reserves the right to change the card design during the contract period at no charge to the State and if doing so, will provide the Contractor with the artwork needed to make changes.

State and local agencies shall have the ability to customize the standard card stock.  This will require customization options to the front side of the card for all agencies participating in the program.  The customization options will include verbiage and/or logo or graphic embossing as described below.

(1) 
 State Government Agencies

· Name, STATE OF CALIFORNIA, top, left side of card (required)

· Program, CAL-Card, top, right side of card (required)

· Phrase, FOR OFFICIAL USE ONLY, top, right side of card under CAL-Card (required)

· Name, AGENCY or DEPARTMENT, (required))

· Name, CARDHOLDER NAME, (required)

· Picture, LOGO / EMBLEM, (optional)

· Embossing Line, ALPHA OR NUMERIC VERBIAGE, (optional)

· Contractor supplied options

(2) 
 Local Government Agencies

· Name, AGENCY NAME (county, city, etc. name), top, left side of card (required)

· Program, CAL-Card, top, right side of card (required)

· Phrase, FOR OFFICIAL USE ONLY, top, right side of card under CAL-Card (required)

· Name, CARDHOLDER NAME, (required)

· Picture, LOGO / EMBLEM, (optional)

· Embossing Line, ALPHA OR NUMERIC VERBIAGE, (optional)

· Contractor supplied options

Color copier reproduction sample of the artwork/design of the purchase card is attached in Section IV – Forms and Exhibits.  A digital proof of the card artwork/design is available upon request to the Department Official, Section I.C - DEPARTMENT OFFICIAL.
U.S. Bank understands and will comply with these requirements.  Please refer to Section I, #7 General Capabilities, (c) Product Features and # 9 Technical Capabilities for complete details.  
5.
Organizational Support/Staffing

The Contractor must provide highly skilled personnel and have an adequate number of personnel needed to support a large purchase card program.  In supporting the operation of the CAL-Card Program, the Contractor must comply with the following required identification of their proposed organizational staffing.  

· Identification of the account managers assigned to the CAL-Card Program

· Identification of all key support personnel assigned to the CAL-Card Program

· Provide a statement indicating the responsibilities each staff member will have while supporting this program

Contract terms will not permit substitution of personnel without prior notice to the PD.  The State understands that personnel availability is subject to change, but substitutions of personnel must include replacements with equal or greater qualifications.  The PD reserves the right to request additional personnel and/or replacement of current personnel at any time.

The contractor must provide detailed information on their support and staffing personnel and the inner structure of their organization that will be supporting the CAL-Card Program.  With the anticipated continual growth of the CAL-Card Program, the Contractor must also detail plans for expansion of staffing and how it will commit its organizational structure through the life of the contract.
U.S. Bank understand and will comply with these requirements.  Please refer to Section I, #2 Organizational Support/Staffing for complete information.
6.
Marketing and Training Plan

The Contractor with support of PD’s CAL-Card Program shall aggressively strive to market the CAL-Card Program to potential State and local governmental agency customers.  This marketing venture is primarily accomplished through CAL-Card Program Overview Presentations, California government association conferences, mass mailing of program information, and the CAL-Card Program Internet site.

The Contractor will be required to participate and in some cases take the lead in marketing the Program.  The Contractor will be required to participate and cover cost in conferences, provide CAL-Card logo specific marketing and advertising materials, which at a minimum will include conference “give-a-ways,” brochures and pamphlets.  The Contractor will be required to provide and help develop training videos and program usage guidebooks, an Internet information and training information, conference promotional materials program, and CAL-Card Program Overview Presentation handouts and presentation materials.  The Contractor will also be required to provide a brochure or pamphlet for suppliers, detailing the benefits of card acceptance.  This brochure will be made available to potential suppliers who do not currently accept the purchase card.  The Contractor will be required to update and make any changes to all of the marketing and training materials with any major program changes.

The Contractor will be required to conduct a minimum of five (5) commencement conferences within the first ninety (90) days of award of the contract.  Three (3) conferences will be held in southern California locations (e.g., Greater Los Angeles, Riverside, and San Diego) and two (2) in a northern California location (e.g., Sacramento) that will be designated by the CAL-Card Program.  The conferences will be one of the means to formally introduce the new contract program to Participating Agencies and potential future participants.  The conference format will include various media formats, which at a minimum will include several speakers (Contractor and governmental agencies) and presentations of services offered by the Contractor.  Mass mailing of conference literature by the Contractor will be required in order to announce the up coming events.

a.
Conference Participation

The Contractor shall participate in and provide financial support for representing and promoting the CAL-Card Program at various conferences throughout California.  Based upon projected yearly conference participation schedule, the Contractor shall cover the cost and provide CAL-Card logo promotional items as give-a-ways for each conference.  The Contractor shall also cover the costs for conference registration and exposition booth fees for a minimum of two State employees.  It is anticipated that conferences will include, but not be limited to: 

League of California Cities

California Special Districts Association

California Association of Public Purchasing Officers (CAPPO)

California Association of School Business Officials (CASBO)

Government Technology Conference (GTC)

b. 
Classroom Training  

Contractor shall assist Procurement in the development of a State approved training program, training materials and the classroom and or Webcast presentations that fully describe the roles and responsibilities of the Cardholder, the Approving Official, the Billing Office and the Program Coordinator per the terms of the contract. The training materials shall include, but not be limited to videos, printed workbooks and PowerPoint presentations.

The training shall be a maximum of a half day in length and conducted a minimum of once a month in the Sacramento area and at six additional locations annually throughout California. 

In the event that the State cannot provide/ participate, the Contractor shall be responsible for identifying target and central training locations as well as securing of training rooms and or Webcast locations.  This means that the Contractor shall identify, schedule and pay for training rooms in target and central locations to reach the maximum government entities that are currently or not currently participating in the CAL-Card Program (i.e., state agencies, counties, cities, school districts and or special districts, etc.).  Locations include but are not limited to:  West Sacramento, Sacramento, San Diego Region (including Imperial County), Central Coast, Central California, Los Angeles County, Orange County, Inland Empire (Riverside and San Bernardino Counties), Northern California, San Francisco Bay area, and the North Coast.   

c.
User Group Meetings

Following a scheduled training, the Contractor shall be responsible for scheduling, securing meeting rooms, preparing handouts, conducting and being fully responsible for the content of a User Group Meeting.  User Group Meetings are intended to provide a forum for the State, the Contractor and the customer agencies to discuss current program issues and concerns, present case studies and provide current or enhanced program information.  

The User Group Meetings shall be conducted on a quarterly basis in West Sacramento. As well as strategic locations throughout the state to reach the greatest customer base and are agencies.  Locations shall include, but are not limited to:   West Sacramento, Sacramento, San Diego Region, Central Coast, Central California, Los Angeles, Orange County, Inland Empire, Northern California, San Francisco Bay area, and the North Coast.

U.S. Bank understands and will comply with these requirements.  Please refer to Section I #3 Marketing and Training Plan for complete information.
7.
Purchase Card Acceptance

The Contractor is required to have a mechanism in place to enroll new suppliers to their system of purchase card acceptance.  They shall provide supplier brochures to help disseminate information concerning participation in card acceptance.  The Contractor shall also assist in promoting the benefits of accepting the card and recruiting suppliers that do not currently accept the card.
U.S. Bank’s Nova Network is one of the nation’s largest merchant processors, and is the arm of U.S. Bank chartered with setting up merchant acceptance of credit cards.  U.S. Bank and Nova Network will provide supplier brochures to help disseminate information.  Please refer to Section I, # 8, Service Capabilities, c, Merchant Support, for complete details.
8. 
Customer Services/Support System

Customer service and support are key components in the successful operation of the      CAL-Card Program.  The Contractor’s front line personnel and support system must be fully versed in the CAL-Card contract services and must furnish customer agencies with complete, accurate, timely information, and the resolution of issues or problems.  The Contractor, in conjunction with the staffing requirement detailed in Section 5 - Organizational Support/Staffing must provide the highest level of services and organizational support available with a dedication to serve the customer with the utmost professional conduct.

The Contractor must provide a secured, authorized support system(s) that would be available at all of the various hierarchical levels of the Program.  The Contractor’s system of support, at a minimum, shall provide dedicated customer service personnel that are accessible in the United States via toll-free telephone numbers, accept collect calls, and toll-free international telephone numbers.  The Contractor should also provide direct e-mail and dedicated facsimile access to support staff within their organization.  In addition, the Contractor shall provide an out of country toll free phone number to access 24 hours a day, every day of the year for cardholder services.

Cardholder services shall be available 24 hours a day, on every day of the year.  Cardholder services are defined at minimum of covering the reporting of lost or stolen cards, transaction authorization and verification, account inquiries, account maintenance, and cardholder customer assistance.  Accounting, billing and other forms of customer/support services must be available via the Contractor’s support system from 8:00 a.m. to 5:00 p.m., Pacific Standard Time, excluding weekends.  

The Contractor must also maintain a quality assurance program in order to monitor and ensure that it is providing quality products and services.  This can be accomplished through regular intervals of satisfaction surveys or other approved methods that provide comprehensive feedback on all aspects of the CAL-Card Program, which verifies Contractor performance.   The quality assurance findings, results, and resolutions will be shared with the Contractor Manager during the quarterly contract management meetings.

Within two business hours of an event, the Contractor shall be responsible for reporting to the CAL-Card Contract Manager and each of the affected agencies’ Program Coordinators and Cardholders, when there has been a product or system error and the resulting resolution plan.  The Contractor shall continue to work to resolve product or systems error through to resolution, keeping the CAL-Card Contract Manager informed of the resolution status.  The Contractor will implement practices or system corrections to ensure like errors do not reoccur.
Please refer to Section I #5 Customer Service/Support System for complete information.

9.
Statewide Transition and Implementation Plan

Upon contract award, the Contractor will be responsible for a transition from the current Contractor.  This transition must be facilitated over a maximum six-month time span.  This conversion will require a highly trained team of individuals from the Contractor in order to expedite a changeover for approximately 950 CAL-Card Participating Agencies with over 50,000 cardholders.

The contractor must provide detailed information on their Transition and Implementation Plan for the CAL-Card Program including:

· Agency Enrollment and Implementation

· Contractor staffing for transition

· Lines of communication

· Timelines for conversion within the six month maximum

· Agency set-up process

· Training (i.e., Agency Program Coordinator, Approving Official, Cardholder, Billing Office)

· Card embossing, production, and distribution

· Card activation

· Electronic access (set-up and testing)

· Detailed Implementation Plan

Upon contract award, the existing Contractor will be responsible for a transition to the new Contractor.  This will require a collaborative effort between the State, the existing Contractor, and the new Contractor.  This transition must be facilitated over a maximum six-month time span.  This conversion will require a highly trained team of individuals from the Contractor in order to expedite a changeover for approximately 950 CAL-Card Participating Agencies with over 50,000 cardholders.  The contractor will be required to provide a data file for every Participating Agency with all account information.

The contractor must provide detailed information on their Transition Plan for the 

CAL-Card Program including:

· Contractor staffing for termination

· Lines of communication

· Timeline for termination within the six month maximum

· Card deactivation and closure process (no card shall be deactivated without each Participating Agencies permission)

· Participating Agency total account reconciliation process and final payments

· Detailed Transition Plan

U.S. Bank understands and will comply.  Please refer to Section I #6 Transition and Implementation Plan and #1 Agency Enrollment and Implementation for details.

10.
General Capabilities
The Contractor must have the capability to perform the following functions, at a minimum, during the term of the contract.  

a. 
Rebate Programs
Contractors are encouraged to offer an Average Per Transaction Rebate, Volume Sales Rebate, and Prompt Payment Rebate to all participating agencies, in accordance with  Section IV - Costs/Rebate.    

Please refer to Section III - Cost/Rebate.
b. 
Administrative Fee

The Department of General Services (DGS), Procurement Division will be reimbursed an administrative fee in accordance with Section IV - Costs/Rebate.

U.S. Bank understands that there will be an administrative fee.  See Section III – Cost/Rebate.
c. 
Card Limits and Restrictions 

The State desires a purchase card with extremely flexible card limits and widest possible merchant category code restrictions available.  Contractor must have the capability to apply limits and restrictions on its purchase card program and the means and time frames for changing those limits and restrictions.  The Contract Manager and each Participating Agency will have the flexibility to have the Contractor apply limits and restrictions.

(1)
The Contractor must provide detailed information on the proposed cardholder, approving official, unit, division, agency and/or department or other forms of hierarchical levels for purchase dollar limits (including the dollar increments of change) for:

· Single purchase dollar limits

· Daily purchase dollar limits

· Weekly purchase dollar limits

· Monthly purchase dollars limits

· Quarterly purchase dollar limits

· Annual purchase dollar limits

Limits may be set in whole dollar amounts as follows:
· Cardholder

· Single purchase dollar limits

· Single purchase dollar limits by Individual MCC Code(s)

· Daily purchase dollar limits

· Cycle total purchase dollar limits

· Monthly purchase dollar limits

· Quarterly purchase dollar limits

· Yearly purchase dollar limits

· Other (refresh date or date to clear and number of days) basis.  

· Approving Official

· Single purchase dollar limits

· Single purchase dollar limits by Individual MCC Code(s)

· Daily purchase dollar limits

· Cycle total purchase dollar limits

· Monthly purchase dollar limits

· Quarterly purchase dollar limits

· Yearly purchase dollar limits

· Other (refresh date or date to clear and number of days) basis.  

(2)       The Contractor must provide detailed information on the proposed cardholder, cardholder approving official, unit, division, agency and/or department or other forms of hierarchical levels for the number of card transaction limits for:

· Daily number of transaction limits

· Weekly number of transaction limits

· Monthly (or cycle) number of transaction limits

· Quarterly number of transaction limits

· Annual number of transaction limits
Number of transactions can be limited by:
· Cardholder

· Day

· Cycle

· Month
· Quarter
· Year
· Other (refresh date or date to clear and number of days) basis.  

· Approving Official

· Day
· Cycle

· Month

· Quarter

· Year

· Other (refresh date or date to clear and number of days) basis
(3)
The Contractor must provide detailed information on the proposed cardholder, approving official, unit, division, department, agency, and statewide or other forms of hierarchical levels for merchant category code exclusion and/or locking.  The State is looking for the broadest possible restrictions for types of purchases made by each cardholder and will also be restricting certain category codes program wide.
Limits are described in Section I #7 General Capabilities.  
In addition, MCC Codes can have the following limits associated with individual or groups of MCC codes:

· Dollars and transactions per Day

· Dollars and transactions per Cycle

· Dollars and transactions per Month

· Dollars and transactions per Quarter

· Dollars and transactions per Year

d.
Card Issuance
Card issuance, re-issuance, and activation of cards are of the utmost importance to the State.  With the anticipation of continual growth in the CAL-Card Program, the Contractor’s issuance system must be able to accommodate the ever-increasing number of cards.  

Each Participating Agency will administer their procurement function, determine to whom the cards shall be issued, and the purchasing authority of each employee within the limits of the contract.  The CAL-Card Program shall be available for use by individual government employees.  Issuance of a card to any employee must be done with prior written or an alternative secured method of approval by the Participating Agency’s Program Coordinator.  

The Contractor will be required to mail all cards issued within five business days or sooner after the Contractor receives cardholder account set-up information.  Cards will only be mailed to the agencies designated point of contact, which may include the individual cardholders.  The Contractor must provide detailed information on the proposed card processes including:

· Card generation, paper process / electronic online process

· Card delivery (time frames) and activation process

· Card security

· Card cancellation and replacement (lost and stolen cards)

· Card reporting and notification process

· Card issuance and expiration time periods

· Addition of new cardholders within an established program 

U.S. Bank understands and will comply.  Please refer to Section I #7 General Capabilities for complete details.
e.   
Account Maintenance
Participating Agencies will routinely make changes to cardholder accounts, program structure, and possibly other elements in their programs.  These changes must be in real time and may include, but are not limited to, changes to names, addresses, zip codes, telephone numbers, e-mail addresses, purchase limits, transaction limits, merchant category codes, approving official, temporarily suspend cardholder activity and termination of a cardholder’s account.  It will be imperative that these changes or modifications are accommodated with the utmost skill and expedience.

The Contractor must provide detailed information on the proposed account maintenance processes including:

· Means of requesting changes must include:  written, phone, fax, e-mail, and/or online

· Restricting changes to agency program coordinator (or alternate) except lost/stolen/fraud account closures

· Security controls in place to ensure only authorized changes

· Time frames from request to enactment

· Internet solution for online, real time, account maintenance, and transaction administration

U.S. Bank understands and will comply.  Please refer to Section I #7 General Capabilities for complete details.

f. 
Disputed Transactions
The Contractor will be required to propose a resolution procedure for dealing with disputed transactions resulting from unauthorized charges, errors in cardholder billings, or problems with charges for merchandise or services that are not resolved between the cardholder and supplier.  Participating agencies intend to pay according to the contract payment terms; however, in instances of dispute the charges must be placed in suspense until there is resolution.  The Contractors must propose a timely dispute procedure to ensure that the payment network charge back rights do not expire.  If upon resolution of a dispute it is found that the transaction was actually an authorized charge, the Participating Agency will be liable for the payment within the payment terms as described in Section 11.  Service Capabilities, b. Payment Term and Late Payment Penalties.

The Contractor shall provide detailed information on the proposed disputed transaction resolution procedures, including:

· Notification process to Contractor, paper/electronic data interchange/facsimile

· Ability to dispute transactions electronically as well as track through final resolution of the charge

· Instructions for cardholders

· Instructions (including invoice adjustments) for billing offices 

· Provisions for prompt investigation of disputed items

· Provisions for reporting/disposition on resolution of dispute to cardholders, approving officials, agency program coordinators, and billing office

· Provisions for system identified dispute related credit or payment on resolved dispute

· Internet solution for communicating and reporting a disputed transaction 

U.S. Bank understands and will comply.  Please refer to Section I #8 Service Capabilities for details.
g. 
Liability 

The State and all CAL-Card Participating Agencies shall only be liable for the use of their purchase cards on acquisitions that are authorized transactions.  Authorized transactions are defined as acquisitions which meet the following requirements:

· Where the Participating Agency authorized the employee as a purchase card user

· Within cardholder setup limits and restrictions specified by each Participating Agency

· Where transactions are authorized by the merchant in accordance with established payment card association rules and regulations

· The Participating Agency receives the product, commodity, service, etc.

The use of the purchase card outside of this definition is defined as an unauthorized transaction and is outside the scope of State or Participating Agency liability. 

The State and the Contractor through mutual agreement shall establish procedures for reporting lost or stolen cards and stolen cardholder account numbers.  The State and all Participating Agencies shall have no liability for lost or stolen cards or fraudulent use of any purchase card.   The Contractor shall report to the Cardholder and the Agency Program Coordinator reported fraud transactions and the resulting credit issuance or payment due determinations through immediate system generated letters and within monthly management information reporting.
U.S. Bank understands and will comply.  The Cardholder is responsible for reporting a card lost or stolen.  Please refer to Section I #8 Service Capabilities and #9 Technical Capabilities for complete details.  
11.
Program and Transaction Data
The Contractor must have the capability to perform the following functions, at a minimum, during the term of the contract.  

a. 
Program and Transaction Data Reports

Critical to the operation of every participating state and local agency is the ability to obtain required transaction data as well as overall purchase card program information.  The required data and information system varies from one agency to the next.  The Contractor will be required to provide versatile and comprehensive reporting capabilities.  The State will also be looking for a system that has the most reporting capabilities at all hierarchical program levels and deliverable through various media.  The PD will also require the Contractor to make available its entire statewide CAL-Card Program database for the   CAL-Card Program Team.

During the account set-up process and through routine account maintenance/changes the Contractor shall make available all media types of reporting to each Participating Agency in order to satisfy the agency requirements.  The Contractor shall have the ability to restrict access to program and transaction data and be capable of restricting the ability to request and implement changes.  This secured system shall have the capability of disseminating different levels of secured information.  The Contractor shall be able to provide varying levels of security.  High levels of security will be required for some items such as reviewing detailed transaction data, cardholder account numbers, or making changes.  Lower levels of security will be needed for obtaining items such as forms or training materials.

The Contractor will be required to provide transactional data at a minimum on the following levels:
· Cardholder

· Approving Official

· Agency office or unit 

· Accounting /billing (available at different levels)

· Agency Program Coordinator or alternates (available at different levels)

· State Controllers Office (all state agencies transactional data)

· Procurement Division (statewide administrative level and compliance review group) 

The program and transaction data reports must be provided via hard copy (paper) and an electronic access system for data exchange.  This would include items such as Internet sites, remote access, communication links, mapped electronic interface, database transfer, data storage, magnetic tapes, diskettes, and mapped software programs.  All methods of transmission except hard copy will be delivered in a format that gives the State and all Participating Agencies the ability to create ad-hoc reporting on all program and transaction data elements.  

At a minimum the Contractor must provide a form of electronic access system that allows two–way communication between the Participating Agency and the Contractor.  The Contractor shall also provide any associated software and communication connection required, which will allow each Participating Agency to connect with the system.  The electronic method of access must be compatible with a variety of computer systems (including personal computers and mainframes).  If the Contractor is providing a software solution to aid in making use of the downloading of data it must be compatible, at a minimum, in a Windows 98, NT, and XP environment.  (These environments should not be considered an all-inclusive list of software versions).  For access through modem, the Contractor shall provide each Agency the appropriate communications parameter information and any procedural information.  The Contractor shall also provide the file layout for each file as requested by the Participating Agencies.

The program and transaction data reports will also need to be provided and distributed in a variety of frequencies to meet each Participating Agency’s requirements.  The following is a list of frequencies that most reports should be available.

· Real Time

· Daily

· Weekly

· Monthly (billing cycle and calendar)

· Quarterly

· Annually (fiscal year and calendar)

The program and transaction data reporting system will need to have the following capabilities:

· Cardholders can view their statements online

· Program Coordinators can view statements under their hierarchy

· Online self-registration

· E-mail notification indicating availability of statement

· Six rolling months of statements housed online

· Print statement for records or bill payment

· Download statements for archives

The Contractor must be willing to modify all of its reports including commercially standard reports and customize reports so they are recognized as State of California, CAL-Card Program Reports.  Other modifications will be required including agreed upon format of the reports, appearance, and inclusion or elimination of data elements.  Contractor will be required to provide custom reports based on the needs of our Participating Agencies.

The following is a list of reports and data elements that must be provided in the Program and Transaction Data Report selection.  This list should be considered a minimum.

· Cardholder statement

· all available transactional and spend data

· cardholder name, address, and account number

· additional optional fields of entry

· cardholder’s approving official name, address, and account number

· billing officers name and address

· dollar limits, single and monthly

· date and signature blocks (cardholder and approving official)

· write in lines on each transaction for account codes and transaction description

· confirmation of disputes and reported fraud

· notice of dispute resolution

· notice of fraud resolution

· Approving Official statement

· all available transactional data

· cardholder name, address, and account number

· additional optional fields of entry

· approving official’s name and address

· billing officers name and address

· dollar limits

· Office or unit statement

· all available transactional data (roll up)

· additional optional fields of entry

· dollar limits

· Invoice

· all available transactional data (roll up)

· cardholder name and account number

· additional optional fields of entry

· cardholders approving official name and account number

· billing officers name and address

· dollar limits

· Outstanding invoice status

· all available transactional data (roll up)

· payment details

· dispute details

· fraud details

· Supplier Activity (real-time, monthly, quarterly, and annually)

· itemization of individual suppliers and locations

· dollars

· product

· transactions

· certifications

· 1099 reportable spend data 
· Merchant category code identifying commodities and services

· California Certified Small Business Enterprise, Disabled Veteran Business Enterprise  and Micro Business Reporting (The certifications are from those merchants that are California Certified Small Business Enterprises (SBE), Disabled Veteran Business Enterprises (DVBE), and Microbusinesses.)
· Fraud transactions tracking

· Including notification of Agency Program Coordinator, Approving Official, and Cardholder

· Notice of credit issued or determined due and payable

· Disputed transactions tracking

· including notification to Agency Program Coordinator, Approving Official, and Cardholder

· Notice of credit issued or determined due and payable

· Lost or stolen cards 

· including replacement notification to Agency Program Coordinator

· Agency fraud notification

· Statistical summary (all levels)

· Delinquent accounts

· Declined transactions tracking

· Card activation tracking 

· Cardholder maintenance/changes

· Agency flat data file

· Questionable activity

The Contractor shall provide the CAL-Card Program Team administrators and individual agencies the ability to include electronic or paper inserts and messages on all statements and invoice reports.  The Contractor may also use this method of disseminating information, however, any insert or messages shall be subject to approval by the CAL-Card Program Team.  This information distribution system will only be used to provide CAL-Card Program related informational details.

· 1099 data base

· IRS reportable spend per supplier with all IRS required data elements and tax identification number

Section 6041 of the federal Internal Revenue Code and Section 18802 of the state Revenue and Taxation Code require the reporting of certain payments made to individuals, medical corporations and partnerships when such payments total at least $600 of miscellaneous income and $10 of interest income, respectively.

Each government agency which makes payments from the State Treasury, Trust and/or agency funds must comply with the Internal Revenue Service (IRS) and the Franchise Tax Board (FTB) annual information reporting and income tax withholding (W/H) requirements.

To meet reporting requirements each agency must collect a taxpayer identification number and certification information from each merchant.  The required data elements are specified in the Department of the Treasury, Internal Revenue Service, Request for Taxpayer Identification Number and Certification, W-9 form and the State of California, Payee Data Record (STD.204) form.

The Contractors are required to provide detailed information on merchant activity reporting capabilities which include the number and dollar amount of charges by merchant, merchant category code, name, location, and taxpayer identification number and certification information.  The Contractors are required to provide the completion status of each 1099 reporting data element.

Contractors shall work in a collaborative effort with Office of Small Business and Disabled Veteran Business Enterprise Services (OSDS) to strive to attain the following objectives over the term of the contract:

The contractor will provide specific electronic data to be added to a California State purchases database.  The Office of Small Business and Disabled Veteran Business Enterprise Services (OSDS) program within Procurement Division of the DGS certifies small businesses (SB), micro businesses (MB), disabled veteran business enterprises (DVBE), non-profit veteran services agencies (NVSA), and non-profit (NP) firms doing business with the State.  These requirements are to support statutory reporting requirements of contracting activity.

The type of vendor needs to be separated for the reports into: SB, MB, DVBE, NVSA, and NP.  Each transaction must also be categorized as required by law for the reports as: goods (non-IT), services (non-IT), construction, and information technology (IT) (goods and services).  

The definition of goods is all tangible personal property, including materials, supplies, and equipment.  The definition of services includes all services rendered to the State, whether or not the services involve the furnishing or use of equipment, materials, or supplies or are performed by an independent contractor.  

The definition of construction includes the erection, building, alteration, repair or improvement of any public structure, building, road, or other improvement of any physical kind on or upon State real property.

 

The definition of IT includes goods and services and is as found in Government Code 11702: information technology means all computerized and auxiliary automatic information handling, including systems design and analysis, conversion of data, computer programming, information storage and retrieval, voice, video, and data communications, requisite system controls, simulation, and all related interactions between people and machines.  Non-IT goods and services must be reported separately from IT goods and services. 

The mandatory contract requirements and desirable requirements will allow the State to add CAL-Card information to its reports database without individual entry of each purchase by the State business programs.  Mandatory and desirable fields are in the exhibit entitled Data Element Requirements for CAL-Card.  

The following are the mandatory requirements for the report purposes:
· All listed items on the requirements on the Data Element Requirements for CAL-Card.

· The contractor to propose how each transaction will be matched against the OSDS certification database. 

· Transactions to be matched daily to the OSDS certification database.

· The contractor will describe how the goods, services, IT, and construction categories will be tied to each purchase.

· The contractor will describe how returns, credits, cancellations will be tied to the original purchase within a given reporting period.

· Contractors need to specify for each data element, the database field’s size and description for match to the State database.

In the response to this RFP, U.S. Bank is offering to convert the State to our Total Systems platform.  This conversion provides the State with more robust card functionality and controls, as well as our award-winning technology tool Access Online.  Two current CAL-Card agencies are already piloting this new platform and product.

While the Total Systems platform can recreate the known hierarchy that exists with the State today, it affords the added benefit of allowing for a far more flexible hierarchy without sacrificing review and approval controls.  Approving Officials who are currently hard-coded into the system – which results in a cumbersome set up and maintenance process – may, if an agency chooses, be replaced by a hierarchy which connects cardholders directly to agency level invoicing.  The Access Online tool will house Approving Officials in a manner where they can be easily tagged to a cardholder, ensuring review and approval of transactions.  Just as easily, the Approving Official can be changed, without hierarchical disruption, to allow for redirection of approval, should managers be on vacation or cardholders make transactions that need approval from managers other then their direct report.

U.S. Bank understands the current State process and will work with you to help streamline the current system in order to leverage the flexibility offered with this new platform.

Access Online, as explained in Section I, contains all of the security levels desired, allowing for defined user system access rights, including Agency Program Coordinator access to perform all functions around set up, maintenance, reporting and data exchange.  

For agency auditors, state controller or PD review, audit roles or access can be allowed for reporting only.  Approving Officials can have access to view and approve cardholder transactions.  Approving Officials can have access to view and approve transactions.  Billing contacts can view, download and report on invoicing and transactional activity.  Cardholders may have access to their activity to view, dispute, reallocate, add comments, and forward transactions for review, along with being able to view and print their cycle statements on line.  The access rights flexibility is completely defined by the utilizing agency.

Transactional data may be reviewed at the following levels:

· Cardholder

· Approving Official

· Agency office or Unit if needed

· Accounting and Billing contacts

· Agency Program Coordinators

· State Controller’s Office

· Procurement Division

· Any other Audit or Control Agency desired by the State

Access Online report outputs include Browser, Excel (allowing for ad hoc reporting), and 
Adobe .pdf, allowing for download directly to an end user site.  In addition, other reports – such as invoicing reports, delinquency reports and custom ad hoc reports – can be picked up and downloaded utilizing Access Online’s Data Exchange functionality, which allows two-way communications between the State user and U.S. Bank.  Because Access Online is a web based tool, agencies do not need any communication software or connection linkages beyond those noted in Section I #9 Technical Capabilities.

Transactional data may be distributed through the variety of media types noted above, as well as flat files and ASCII format.  Delivery of sensitive transactional data via magnetic tape or diskette is out of compliance with Bank security standards, Visa regulations, and some federal statues regarding data security.  Given the regular reporting in the press around security breaches, U.S. Bank knows the State will understand the reluctance to deliver data via tape or diskette.  Should the State still desire the Bank to make data available in this manner, we would be happy to discuss this matter further, and such a conversation would include discussion on liability, should such a breech of data occur.

Access Online contains transactional data that has posted with the Bank, and viewing and reporting of the data is available:

· Real Time

· Daily

· Weekly

· Monthly – cycle or calendar date range

· Quarterly – calendar or State fiscal quarters

· Annually – fiscal year or calendar

Access Online provides program and data reporting as follows:

· Cardholders can view and download an Adobe image of their statements online.

· Cardholders may run a cycle-based transaction report, which can be viewed in the browser or saved to their site in either Excel or Adobe versions, allowing for flexible logging and allocation possibilities, if desired.

· Program Coordinators can view and run reports on all transactional and statement information within their hierarchy.

· Cardholders can easily register themselves to use Access Online, and will be able to receive e-mail notification indicating that their statement is available.

· 24 months of transactional activity is available online.

· Three months of imaged statements are available online, and can easily be downloaded or printed.

Access Online report outputs may have identifying information that distinguishes them as CAL-Card agency reports.  U.S. Bank is willing to collaborate with the State to discuss, understand, size and, if agreed, produce additional reporting.  Agency custom reporting is available through U.S. Bank’s MIS department.

Cardholder Statement 
The standard cardholder statement includes the following elements:
· All available transactional and spend data

· Cardholder name, address, and account number

· Optional fields of entry, if provided

· Date and signature blocks, if desired

· Notice of dispute resolution credit posting, if applicable

· Notice of fraud resolution credit posting, if applicable

U.S. Bank is willing to develop, if desired, custom statements for the State.

Approving Official Report

As noted above, U.S. Bank is now offering a flexible alternative to a hard-coded systemic Approving Official.  If the Access Online Transaction Approval Process (TAP) is utilized, Approving Officials can view and report on all cardholder transactional activity for cardholders assigned to them.  If an agency prefers to have a hard-coded systemic Approving Official, the hard copy reporting would contain:

· All available transactional activity

· Cardholder name and account number

· Approving Official’s name and address

Office Unit Statement

Depending on an agency’s chosen hierarchy set up, if Office or Unit is in place, the report would contain:

· All available transactional activity

· Cardholder name and account number

· Approving Official name and account number

· Approving Official account number or Managing Account

The preferred delivery method for this report would be Access Online Data Exchange.

Invoice

Depending on an agency’s hierarchy set up, an agency level report would contain:

· All cardholder transactional data rolled up

· Cardholder name and account number

· Approving Official name and account number

The preferred delivery method for this report would be Access Online Data Exchange.

Outstanding Invoice Status
This report would contain the following elements:
· Invoice dollar amount (transactional data rolled up)
· Payment data
· Dispute data
· Fraud data, if applicable
Supplier Activity Report
Access Online contains a host of standard reports that will help agencies understand and leverage supplier spend data.  They can be run with a variety of sort options (all available frequencies are noted above).  Included elements are:

· Itemization of spend by suppliers and location

· Dollars

· Products – If passed by supplier

· Transactions

· 1099 reportable spend data and certifications

· Merchant category code

As requested in RFP DGS 55406, Section II – Contract, page 15, U.S. Bank agrees to work collaboratively with PD, and OSDS to develop reporting as outlined in Exhibit U CAL-Card Data Elements, as well as fulfill the goals as mentioned on pages 15 and 16 of Section II.

Fraud Tracking

Most fraud is identified before the cycle date by U.S. Bank, and removed from a cardholder’s statement and is thereby not transmitted to an agency.  In instances where cardholders identify fraud after a billing cycle, interested parties can access reports that will identify cardholders whose accounts have the status of having had fraud activity, and review the transactional data on those accounts.  Credits, if applicable, will be visible in reporting.

Disputed Transaction Tracking
Cardholders can report disputes either via phone, fax or Access Online.  Interested parties will have visibility to these transactions, and will be able to track them through credit issuance, should the dispute result in a credit.

Lost or Stolen Cards

Program Administrators or interested parties who are given access can view all accounts reported as Lost or Stolen.  Program Administrators can have access to view the status of an account reported as Lost or Stolen if they desire.  Replacement cards can be sent directly to the cardholder or the Program Administrator, depending upon the agency’s preference.

Other available reports include:

· Statistical summary reports

· Delinquency reporting

· Declined transaction reporting

· Cardholder activation reporting (Cardholder Account List)

· Cardholder and Maintenance tracking – see Section one on audit tracking in Access Online

· Agency flat files if desired.

· Questionable activity – While this report is open to interpretation based on how any agency would view questionable activity, Access Online’s transactional reporting allows for pulling reports, and setting sort parameters that would identify questionable activity.

Access Online Reporting

Comprehensive reporting is vital to our clients for effectively managing their payment programs.  With Access Online’s exceptional reporting tool, clients can run predefined standard or—through the use of multiple selection, sorting and output functions—create agency-driven reports with 24 months of transaction data available online.

Access Online means immediate access to your transaction data.  Clients no longer have to wait until after their cycle date to have access to their information.  Access Online’s highly intuitive user interface makes it easy for our clients to access their vital program data.  Users simply select from a list of reports, define specific selection and sort options and choose an output type.  

Access Online includes a comprehensive set of reporting options ranging from the most basic to the most sophisticated.  All reports are parameter-driven and offer a high degree of flexibility and variety of output formats including HTML, Microsoft Excel or PDF.  All output formats are fully exportable and viewable online.  By downloading into Excel, clients can further sort and merge their card program information with other agency data.  Report categories available include: 

· Program Management Reports—Enable companies to support general program management activities and monitor agency policy compliance.  Program performance indicators can highlight important trends that our clients can use to proactively manage their accounts.  Program administrators gain access to information on every type of account activity.

· Financial Management Reports—Allow companies to access transaction management activity information.  These reports can be used to determine if cardholders are properly managing their accounts and ensure that expenses are being assigned to the proper cost centers.

· Supplier Management Reports—Enable companies to manage supplier relationships, support supplier negotiations and manage spending by category.  Supplier management reports are used to analyze the overall effectiveness of our clients’ supplier strategies and identify overall performance issues and opportunities.  Our clients are armed with actual program performance information that can be leveraged to drive supplier behavior and positively impact supplier negotiations.

· Tax and Compliance Management Reports—Assist clients with monitoring expenditures, tracking variances and managing account allocations.  1099, tax and compliance management reports can be used to ensure that our clients’ programs are operating in accordance with U.S. Federal government standards and requirements.

· Global Management Reports—Support our client’s spending analysis of their global programs.  Global management reporting includes a comprehensive set of documents that can be utilized by our clients to monitor and drive their global program performance.

In short, Access Online’s Management Reporting:

· Meets our clients’ unique reporting needs with customized reporting tools

· Measures and monitors program performance

· Identifies unique spending patterns and preferred supplier opportunities

· Eliminates hard-copy report distribution

· Makes monitoring purchasing and travel program compliance easy

· Provides online access to 24 months of transaction data

1099 Reporting
The Internal Revenue Service released an optional revenue procedure regarding the use of Merchant Category Codes (MCCs) to help analyze purchasing card transactions that are deemed reportable on Form 1099-MISC.  Businesses and government agencies that use commercial payment products to pay for goods and services are required to report payments for services to the IRS.  In general, this revenue procedure classifies businesses by MCC according to whether they predominantly furnish services (for which payments are reportable) or goods (for which payments are not reportable).  A cardholder/payor may then rely on the MCC in determining whether a payment card transaction is subject to reporting under section 6041 or section 6041A of the Internal Revenue Code.

Visa is in the process of applying to become a QPCA-designated payment card organization to better serve their corporate card customers in soliciting accurate merchant data.  As a QPCA, Visa will have the authority to act on behalf of cardholders and merchants for TIN solicitation activities, participating in the IRS TIN Matching Program, and providing IRS validated merchant data wherever possible.  If a card organization is a QPCA, and if its merchants are “qualified payees” (they have provided a valid name and TIN), no backup withholding is ever required by the cardholders when doing business with those merchants.  

Access Online “Vendor Summary for Form 1099-MISC” Report Enhancement

In order to address the optional regulations that are currently in effect regarding the use of MCCs to assist with determining purchasing card transactions eligible for Form 1099-MISC reporting, the “Vendor Summary 1099-MISC” report in Access Online has been updated.  A new data element indicating whether an MCC is considered reportable vs. non-reportable is now available, with the ability to sort on the field. 

The following additional reporting solutions are available to support client regulatory reporting requirements:

· Vendor Summary for Form 1099-MISC—Access Online report providing a summary of expenditures and vendor profile information for “Form 1099 — MISC” reporting to the Internal Revenue Service.  Highlights the key data elements required for 1099 reporting.

· Unmatched Transaction Analysis for Form 1099-MISC—Access Online report detailing transactions for merchants where a profile was unavailable at the time of reporting.  This report is used to identify merchants where additional research is required for 1099 reporting.

· Vendor Summary by Socio-economic Indicator—Access Online report providing a summary of expenditures that have occurred with vendors where there is socio-economic data about the vendors’ locations (such as woman-owned, minority-owned, veteran-owned, and Small Business Administration-designated enterprise indicators).  Contains all data elements available in the Visa Merchant Profile Database.

· 1099/Socio-economic Electronic Data File—An annual or quarterly data file providing 1099 summary information electronically to clients via a variety of delivery methods (diskette, Access Online, etc.).  It includes both vendor 1099 information, as well as socio-economic information.  This file is ideal for clients with larger volumes of data or those who prefer scheduled delivery of the information.  

b.
Payment Term and Late Payment Penalties

The Contractor will be responsible for operating a payment system that interfaces with the Participating Agencies’ accounting/billing systems.  It must be a versatile system and have sufficient flexibility to interface with the Participating Agencies’ automated accounting and billing systems.  Each Participating Agency will be financially responsible to the awarded Contractor for authorized cardholder purchases.  The Contractor will be responsible for sending an itemized official invoice to the agency designees for each of the billing accounts established within an Agency.  These invoices must be sent promptly after the end of each billing cycle.  It is anticipated that some participants will have multiple billing cycles per month.  

The CAL-Card Program will require the following minimum payment terms:

The full amount of each Participating Agency’s monthly balance or billing cycle balance, except for disputed or reported fraud items, will be due within forty-five (45) days from the billing cycle date of the Contractor invoice.  If the Contractor’s Cardholder Statement, Approving Official Summary, or the Invoice is not postmarked within three business days after the billing cycle, the pay term can be extended the equal number of days between the third day after the billing cycle and the actual latest postmark date of the Cardholder Statement, Approving Official Summary, or the Invoice.  

Payment will be made to the Contractor via check, warrant, bank wire, automated clearing house, and/or electronic funds transfer at the Participating Agency’s option.  Payment sent via mail is considered paid on check or electronic issue date as long as postmarked by the third day after check issue date.  If the check is not postmarked by the third day after the check issue date, the check posting date will be extended the equal number of days between the third day after check issue date and the actual postmark date of the payment envelope.

Late payment penalties for undisputed payments not received by the Contractor within the specified period will be determined under California State Law.  All Participating Agencies will be required to pay such penalties based on the California Prompt Payment Act (Government Code, Section, 927) or its successor.  The penalty on any undisputed late payment shall be calculated in accordance with the penalty interest factor per day formula provided in the State of California Budget Letter 05-15, Late Payment Penalty Interest Rates (or its successor letter).

The Contractor must provide a detailed delinquent account suspension notice report, which shall be sent to the Participating Agency Director or Chief Officer, the State Department of Finance, Fiscal Systems Consulting Unit, and the CAL-Card Statewide Program Administrator, for agencies with delinquencies greater than 120 of days with subsequent suspension at 90 days from date of Contractor’s suspension notice.

The contractor must provide detailed information and electronic copies to fit 8 ½ x 11 format on the proposed payment system, including:
· Forms of accepted payment

· Ability to cross-reference Cardholder Statement, Approving Official Summary, and monthly invoice number

· Paper hard copy invoices/payment

· Electronic invoices/payment including necessary hardware/software

· Invoice adjustments

· Late payment collection and suspension policies

· Invoice forms and reports

· Collection on delinquent accounts

U.S. Bank offers in its response a flexible billing hierarchy, and provides invoicing in a variety of media including hard copy printable, Excel, flat files and financial extracts that will interface with an agency’s accounting and billing systems.  A variety of delivery methods is available; however, U.S. Bank strongly recommends downloading invoice data, including invoicing output that is in printable, to hardcopy media.

U.S. Bank offers multiple cycle data options for agencies as explained in Section I.

U.S. Bank understands and agrees that the payment term will be forty-five (45) days from billing cycle date.  U.S. Bank understands the postmarking/extension term as noted, and agrees.  However, we strongly recommend that these documents be downloaded to the end user sites in order to avoid delays in mailing.

U.S. Bank, as previously stated in section I, will post checks based on the check or funds transfer date.  U.S. Bank strongly recommends agencies remit payment in the electronic means noted in Section I, thereby maximizing Prompt Payment Rebate opportunity.

U.S. Bank understands and agrees that the Prompt Payment Act drives late payment penalty, and that the penalty interest factor will be set annually based on State of California Budget Letter.

U.S. Bank currently provides, and will continue to provide delinquency reporting and makes collection efforts with agencies and will continue to adhere to agreed upon suspension procedures.

12.
Technical Capabilities

The contractor must have the technical capabilities to perform the required services for the CAL-Card Program and Participating Agencies.  Those services included, but are not limited to, the following:

· Interfacing with Financial Systems
· Data Transmission

· Report Capabilities

· Disaster Recovery

U.S. Bank understands and will comply.  Please refer to Section I #7 General Capabilities and #9 Technical Capabilities.

13.
Billing

The CAL-Card Program will require the awarded Contractor to have a very diversified system of delivering accounting/billing information.  State and local government participants have numerous different types of accounting/billing systems.  This requires the Contractor to have sufficient flexibility to accommodate participating entities with a variety of accounting and billing systems.  The State will have a need for both a paper hard copy process and an electronic access system for data exchange as described in Section 11. Service Capabilities, a. Program and Transaction Data Reports.

The program and transaction data must be provided through the Contractor’s electronic access system.  The system shall be able to provide electronic review and manipulation of all captured transaction information, including the ability to sort data by any field.  The system shall also have the ability to filter out unnecessary information, edit account allocation manually, and split transaction amounts into sub-units for multi-account allocation.  This includes summary roll-up, review and manipulation at different hierarchical levels.

The Contractor shall also be able to provide automatic, default cost allocations for each transaction to include the ability to assign multiple account codes to each transaction as determined by the Agency.  In addition, the Contractor shall provide the ability to assign a code based on the vendor, vendor category, cardholder or any combination of these fields.  The account code must be sufficiently long to accommodate the accounting string of any agency (minimum 64 digits); and the ability of the Agency to override the default code.

The Contractor shall also provide the ability to download data from the system and the automatic creation of batch upload files containing accounting data to agency internal accounting systems to include, at a minimum, a custom interface file to any internal system(s) designated by the agency.  This custom interface file shall be created in such a manner that it can be imported into the agency's system with no interaction or special programming or manual entry of transaction data.

In responding to this requirement the Contractor must provide examples and samples.  The Contractor shall address the software and hardware that is required for a Participating Agency to accommodate the electronic data exchange. 

The contractor shall provide detailed information on the proposed accounting/billing system and must include:

· Billing statement format and displayed information

· Distribution of billing statements, timelines for receipt of statement, and available options

· Hierarchical level of billing statement distribution to customers

· Billing cycles and available options (i.e. multiple cycles)

· Number and dates of available billing cycles per month 

·  Billing and accounting reconciliation software/technology proposed including desirable Internet solution

· Program and transactional data security

· Accounting/ billing back-up system

These services are described in Section I #10 Billing, #7 General Capabilities and #9 Technical Capabilities.
14.
Pilot and Demonstration

This contractor must have the capabilities to plan, initiate, conduct, support and manage, and complete a successful demonstration period and/or pilot program, if requested by participating agencies, as part of the implementation of the CAL-Card program purchasing card services and technologies.  

The State may require the awarded contractor to conduct demonstrations and pilot programs prior to implementation of purchase card technologies.  This will require that the Contractor work in a collaborative effort with the PD, State Controllers, Department of Finance, and participating agencies.   
We understand and will comply with these requirements.  Please refer to Section I #11 Demonstration and Pilot for further information.
15.
Contract Management

Contract management shall be a responsibility of the PD, CAL-Card Contract Manager, Contractor, and Participating Agencies.  Therefore, the contractor shall describe how it plans on managing this contract with these entities.  

The contract management shall address, at a minimum, the following:
· Strategic Plan for Contract Management

· Tactical Plan for Contract Management

· Periodic meetings with DGS Executive Office

· Quarterly meetings with PD

· Periodic meetings with CAL-Card Contract Manager

· Periodic meetings with participating agencies

· Problem identification and resolution

· Meeting agendas and presentations

· Program updates and discussions

· CAL-Card Program Growth

· PD includes the following:  PD Management, CAL-Card Contract Manager, Marketing and Outreach Unit, CAL-Card Audits, Public Records Coordinator, and Office of Small Business and DVBE Certification Coordinator.

U.S. Bank understands and will comply.  Please refer to Section I #12 Contract Management.
16.
Other Services 

This contractor is encouraged to offer other purchase card services and technologies that have not already been addressed in the previous sections of this Statement of Work.     

These services are described in Section I #13 Other Services.
17.
MSA User Guide  

The MSA User Guide (Ordering Instructions) may be modified periodically as determined by the Department of General Services.  Contractors must comply with the changes as issued.  The MSA User Guide (Ordering Instructions) will be posted on the website and available for download at: www.pd.dgs.ca.gov/masters.
a.
User Instructions

The State agencies shall conform to the policies and procedures set forth in Management Memo 03-10 (or its most current revision) and the State Contracting Manual, including Purchasing Authority Manual.  

User Instructions will be prepared, issued and overseen by a Contract Administrator assigned to this MSA from DGS/Procurement Division.  

b.
Orders

The State agencies will be issuing a standard agreement (STD. 213) form, attached as Exhibit N.   Those   participating local agencies will utilize a unique local agency agreement form.  

c.
Performance

Should occurrences of either outstanding performance or poor performance be encountered the Department Official should be notified.  The contractor shall have the option of reviewing any such submitted performance reports and evaluations.

18.
Contractor Reporting Requirements

Contractor shall provide a report to the DGS contract administrator that provides details

regarding contracts they have received on this MSA.  The report shall be submitted to

DGS on a quarterly basis received by DGS on April 15, July 15, October 15, and January 15 of  each year.  The report must contain the following information:  

· The MSA number

· Contractor name and contact information 

· State or Local agency contact information

· Agency billing code

· Order number

· Dollar value

19.
Small Business/DVBE Subcontracting
a.
The Contractor will provide an ordering agency with the following information at the time the order is quoted:

(1)
The Contractor will state that, as the prime Contractor, it shall be responsible for the overall execution of the fulfillment of the order.

(2)
The Contractor will indicate to the ordering agency how the order meets the small business or DVBE goal, as follows:

· List the name of each company that is certified by the Office of Small Business and DVBE Certification with which it intends to subcontract to perform a commercially useful function; and

· Include the small business or DVBE certification number of each company listed, and attach a copy of each certification; and

· Indicate the dollar amount of each subcontract with a small business or DVBE that may be claimed by the ordering agency towards the small business or DVBE goal; and 

· Indicate what commercially useful function the small business or DVBE subcontractor will be providing towards fulfillment of the order.

b.
The ordering agency’s STD. 213 (Exhibit N) must be addressed to the prime Contractor and must reference the information provided by the prime Contractor as outlined above.

20.
Ordering Agency Responsibilities   

a.
All user agencies shall comply with all applicable laws including the Public Contracting Code (PCC) and the Government Code (GC).   
b.
User Instructions will be prepared and overseen by the DGS PD Contract Administrator assigned to this MSA.  Ordering agencies shall follow the User Instructions.
c.
All agencies using this MSA shall conform to the policies and procedures set forth in Management Memo 03-10 (or its most current revision), the State Contract Manual (SCM) and the Purchasing Authority Manual (PAM).  
d.
All agencies shall prepare the necessary forms to participate in the CAL-Card Program.  
e.
Ordering agencies shall report occurrences of either outstanding performance or failure of  performance to the DGS Procurement Division Contract Administrator.  The contractor shall have the option of reviewing any such submitted performance reports and evaluations.
f.
If an ordering agency is found to be in violation of the MSA ordering procedures, PAM, or any other applicable policy or procedure, the agency will be subject to termination of their participation in the CAL-Card program.  
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“Land O’ Lakes employees were productive immediately with the user-friendly Access Online interface and simple Web-based tutorials.”





          Land O’ Lakes








Extensive information about U.S. Bank is available in Exhibit 4, 2005 U.S. Bancorp Annual Report and Form 10-K, as well as on our website, usbank.com.
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