
 

May 2, 2013 

Department of General Services 

Statewide Travel Program 



Introductions 
 

 Tasha Wilson, Statewide Travel Manager 

 Georgia Kattenhorn, Travel Program Specialist 

 Kelly May, Travel Program Specialist 

 Lauren Richardson, Travel Program Specialist 

 Lori Wasson, Travel Program Specialist 
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Agenda 
 Travel Coordinator Roles & Responsibilities 
 Role Definitions 

 Amex Help Desk 

 American Express (Travel Payment System) 
 Contract Extension 

 Amex @Work Profile Set Up 

 Online Statements 

 Declining Accounts 
 Overnight Payment Delivery Information 

 Account Reconciliation Process 

 Government Cards 

 Meeting Planner Accounts (MPAs) & Corporate Meeting 
Cards (CMCs) 
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Agenda 
 CALtravelstore (Travel Management System) 

 Concur profiles 
 Southwest Direct Connect 
 Concur training schedule 
 Park ‘N Fly 

 Commercial Car Rental (Enterprise) 
 Rate Increase 
 Refueling Policy 
 Short Term vs. Long Term 

 SWABIZ 
 LUV voucher increase 
 Unused ticket research process 
 Policy – No Business Select 
 Disputing charges 

 Miscellaneous 
 Department staffing updates to STP 
 Travel Coordinator meetings – quarterly schedule 
 Conference/Meeting Planning back to Departments 
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Travel Coordinator Roles & 
Responsibilities 
 Learn State and department-specific travel rules and 

guidelines. 
 Educate department employees on established travel 

policies. 
 Provide travel program resources and updates to 

department travelers. 
 Department liaison to STP on travel issues (i.e., setting up 

Business Travel Accounts (BTAs), providing updated TC 
contact info when applicable, etc). 

 Also known as main American Express account contact 
(Program Administrator). 

 Manage department government card program. 
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Role Definitions 
 Travel Coordinator  

 Department or agency liaison for travel issues.  May be set up 
to make travel arrangements for staff.  Also known as the 
main American Express account contact (Program 
Administrator). 

 Program Administrator 
 The department or agency main American Express contact, 

assigned with full access to @Work and oversees the 
American Express account(s). 

 Online Statement Recipient 
 Has been assigned rights to the Amex @Work program for 

accessing account statements. 
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American Express Help Desk 

The American Express (Amex) Help Desk is a valuable 
resource and tool for Program Administrators to use for 
account management - assistance on statements, 
account balances and payment information, reporting, 
or @Work help. 

 American Express Help Desk  (1-800-238-8087, Option 1) 

 Provide name and Customer ID number to Amex rep. 

 After identification is verified, representative will work with 
program administrator. 
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American Express (Travel Payment 
System)  

 

Contract Extension 

 Travel Bulletin #13-03 Issued 

 New Expiration Date = 10/31/2016 
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American Express @Work Profile – 
New (Full Access) 
 Send an e-mail requesting set up of an Amex @Work 

Profile to STP at statewidetravelprogram@dgs.ca.gov (with 
a cc to your manager) which includes: 
 Contact information (email address, billing address and 

phone number), applicable Amex account number(s), a 4 
digit pin number, and a verification word (4-20 characters). 

 STP validates required information is provided and contacts 
Amex to set up new profile. 
 A “welcome” email from Amex & new Corporate ID Number will be 

released to the new program administrator when the profile is 
established. 

 Once the “welcome” notification is received, log onto @Work or 
with Amex Help Desk to verify access. 
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American Express @Work Profile – 
Change Existing 
  
 The department’s assigned program administrator contacts 

American Express. 

 Call American Express Help Desk  (1-800-238-8087, Option 1) 

 Provide name and Customer ID number to Amex rep. 

 After identification is verified, profile info to be changed is 
provided to Amex rep. 

 Provide applicable information to make change (i.e., name, 
email address, billing address, phone #) and Amex account 
number(s). 

 Amex processes change request. 

 Verify change by accessing @Work or calling Amex Help Desk. 
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American Express @Work Profile - 
Cancellation 
 

 Call American Express Help Desk  (1-800-238-8087, 
Option 1) 

 Provide name and Customer ID number to Amex rep. 

 After identification is verified, profile info to be 
cancelled is provided to Amex rep. 

 Amex processes cancellation request. 

 Verify non-access through @Work or with Amex Help 
Desk 
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@Work Online Statements 
 

 A completed “Business Travel Account (BTA) Online 
Statement Enrollment” is submitted to American 
Express. (2nd page inside binder cover) 

 The form is completed with account number(s), billing 
information and signature(s). 

 The completed form is submitted via email to American 
Express at BTA.Online.Statements@AEXP.com. 

Processing by Amex takes approximately 5 business days 
from receipt. 

Verify access on @Work or with Amex Help Desk. 
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Declining Accounts 
 
 If a department receives notice of an Amex account declining, 

they should log into @Work or call Amex Help Desk to 
determine the reason (i.e., payment 45+ days past due). 

 When decline is for Past Due Payment (including Misposts and 
Split Billings) -  
 Contact Amex with account number(s) and payment documentation 

(photocopy of cashed check if possible). 
 Request a payment search within Amex. 

 If found, correct billing information is posted as needed to the account 
by Help Desk. 

 If payment not located, a stop payment request should be initiated. 
 If payment not made, see “Overnight Payment Delivery” 

 When Decline is Due to Account Inactivity or Other 
Cancellation (except Delinquency) – 
 PA contacts STP a statewidetravelprogram@dgs.ca.gov to request account 

reinstatement/reactivation.  (If an account is closed more than 12 months, a 
new account set up will be required rather than reinstatement). 
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Overnight Payment Delivery 
 
 “Urgent Payments” can be made using an overnight 

delivery process (Accounts usually clear within 24 
hours of payment posting) – 
 Issue a check/warrant  in the full amount to bring 

account current 
 Write the full Amex BTA on the face of the check/warrant. 

 Insert check/warrant into a white legal envelope then into an 
overnight packet addressed to -  

American Express Payments 

Attn: US Payment FL 

2965 W. Corporate Lakes Blvd. 

Weston, Florida  33331 
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Account Reconciliation Process 
 American Express @ Work Registration & Online 

Statement Enrollment Form 
 

 American Express Statement 
 

 Ticketing Fees 
 Concur Travel 
 CALtravelstore 

 
 Enterprise Direct Invoicing  

 
 iBank Reports 
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Reconciliation Schedule 
Using Feb 26-Mar 25 Billing Cycle As An Example 

Enterprise Transaction Report received via email    March 5 
 The transactions on this report are from Jan 26-Feb 25 

And will be processed as a lump sum charge appearing 
On the AMEX statement for the Feb 26-March 25 billing cycle 

 
AMEX Billing Cycle Ends        March 25 

 Billing cycle Feb 26-March 25 

 
AMEX Statement Available Online       March 28 

 You will receive an email notification sent when available, 
Typically between 48-72 hours of cycle end. Make sure  
You are set up to receive statements via AMEX. 

 
iBank Reconciliation Reports Received Via Email    March 30 

 You will typically receive 4 different reports each month 
Air Activity, Car Activity, Hotel Activity and the CC Rec by Dept 

 
CALtravel Store Transaction Report Received Via Email   April 5 

 You will receive this report within 10 days of the cycle end. 
The transactions on this report will be processed as one lump sum  
charge on the AMEX statement  
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Log into American Express @ Work 
Steps 

1. Go to atwork.americanexpress.com 

2. Enter ID & PW 

3. While in American Express @ Work, clients select their Control Account number from Online 
Billing Services drop-down menu 
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Accessing the BTA Online 
Statement 

 

Select both the Basic 
Control Account and BTA 
Billing Account from the 

drop-down menu 



 



 













State Agency Detail Report 

State Agency Detail Report 



Government Cards 
 

 Application Process 

 Employee submits request for government 
card to department PA via Amex 
application form (billing & contact info, 
SSN, signature) 

 PA requests card online through @Work  

 Card is generated within 7 days and sent 
directly to employee. 
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Government Cards (continued) 
 

 Account Maintenance 

 Review government cardholder status 
report or access online activity via @Work 
(recommended monthly). 

 Notify cardholders of delinquent payment 
status and request accounts be brought to 
current. 

 Note:  3 delinquencies within a year may 
result in card account closure. 
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Government Cards (continued) 
 

 

 Card Account Reactivation 

 Dept Program Administrator accesses 
@Work – reactivate online 

 Dept Program Administrator contacts 
Amex Help Desk – requests reactivation 
through Amex representative 
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MPA and CMC’s  
 Conference/Meeting Planning Back to Departments 

 Lori Wasson will replace Shawn Campbell for Meeting 
Planner Accounts or Corporate Meeting Card needs.  

 lori.wasson@dgs.ca.gov 916-376-3992 
 

 Meeting Planner Account vs. Corporate Meeting Card 
 Risks of having a CMC 

 Card security  
 Easier to charge to, fewer category restrictions 
 May be more difficult to manage 
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Travel Management Services Contract   
 Contract Extension was finalized – April 5, 2013 through 

April 4, 2014. Travel Bulletin 13-02 issued. 

 

 Policy Reminders: 

 Online Saves Time ~ Provides Greatest Value 

 Encourage travelers to book online! 

 

 Changes to Travel Bookings 

 Ensure travelers are booking everything in the same 
reservation so they are not incurring multiple service fees 
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Travel Management Services Contract  
 Encourage Hotel Bookings on Concur 

 Locate travelers 

 Ability to run reports for hotel spend and activity  

 Capture data to leverage industry; strengthens the state’s future 
negotiating power with the hotels 

 Special discounts and CALtravelstore rates;                                         
lower than State per diem 

 

 Contact Information Business Cards 
 Contact Ceci Perez Dunn at (916) 376-3975 

 

 Complete our TMS survey at www.dgs.ca.gov/travel or at 
www.caltravelstore.com.  
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Travel Management Services Contract   

 Southwest Direct Connect (SDC) 
 Developed to provide better travel program management 
 Improves and replaces the existing SWABIZ site- eliminates separate 

log-ins and ghost card management  
 Management of unused Southwest ticket credits; apply toward new trips 
 Reconciliation process integrated with iBank 
 Includes all fares, displayed side by side 
 Captures rapid reward numbers 
 Application of policy—grey out fares 

 
 Concur Trainings 

 Refresher  
 September 24 , 2013 
 2:00 p.m. – 3:30 p.m. 

 Also available online—webinar  
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Park ‘N Fly 
 Off airport parking reduces travel costs and provides 

significant savings to the State 

 Locations include Burbank, Los Angeles, Oakland, 
Ontario, San Diego, San Francisco and San Jose 

 Show your State business card upon exiting to ensure 
you received the State rate 

 You have the ability to reserve Park ‘N Fly in Concur and 
directly through the link:  

https://book.pnfnetwork.com/travel/gateway.rvlx?action_
route=0:PARKING:1:PROMO2&tracking_number=0360001 
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Park ‘N Fly 
 Benefits include: 

 Rates as much as 25% less than Park ‘N Fly’s regular rates and 
up to 50% less than economy airport parking 

 Continuous shuttle runs every 3-5 minutes that picks you up 
and drops you off at your car 

 Complimentary luggage assistance 

 Locations are gated, well-lit and located within at least 2 
miles from the airport 

 Discounted rate is also valid when you park for leisure travel 

 

 For more information, refer to Travel Bulletins 11-01 & 12-06 
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Commercial Car Rental 
Contract 

 SHORT TERM RENTAL:  as of 1/1/2013 
http://www.documents.dgs.ca.gov/ofa/Travel/TB13-01RentalCarContractExtensionRateChanges.pdf 
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Commercial Car Rental Contract 
 LONG TERM RENTAL:  as of 1/1/2013 
http://www.documents.dgs.ca.gov/ofa/Travel/CarRental/SCOforRentals7-11.pdf 
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Commercial Car Rental Contract  
REFUELING POLICY: 

 For Long and Short Term Rentals, renters are responsible 
for returning their vehicle with the same level of fuel that 
the vehicle had when it was picked up. 

 Enterprise will charge market fuel prices for vehicles 
returned without refueling. 

 The renter will be responsible for submitting a Vehicle 
Justification Form to the SCO explaining why there are 
additional charges. 

 Justification form must be signed by renter’s Supervisor.   
http://www.documents.dgs.ca.gov/ofa/Travel/CarRental/SCOforRentals7-11.pdf 
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Commercial Car Rental Contract 
 Short Term Rental: Renting a vehicle for 30 Days or less. 

 

 Long Term Rental: Renting a vehicle for more than 30 Days. 
State Departments shall submit an annual fleet acquisition plan to the 
DGS/OFAM if the department desires to acquire any new or replace any 
existing fleet assets in the following fiscal year. This includes any long-
term rentals/leases. 

 See Management Memo 13-01 for a list of Fleet Assets; Long term 
rentals/leases include fleet assets in the agency’s control for over 30 
consecutive calendar days of more than four (4) consecutive work weeks. 

 See Management Memo 13-02 detailing the process) 
 

MM 13-01 

http://www.documents.dgs.ca.gov/ofa/Travel/TB13-
01RentalCarContractExtensionRateChanges.pdf  

MM 13-02 

http://www.documents.dgs.ca.gov/ofa/Travel/TB13-02TMSExtension.pdf 
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Commercial Car Rental Contract 
http://www.dgs.ca.gov/travel/Home/StatewideTravelProgram.aspx 

The calculator is located at the link above under the Quick 
Links (located at the lower left of the screen).  
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Commercial Car Rental Contract 
Renting vs. driving your own Vehicle? Use this easy calculator 
located on our website to find out what is best for your 
Agency! 
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Commercial Car Rental Contract 
UPDATE ON FASTRAK/TOLL FEES: 

 The Golden Gate Bridge has gone to an Electronic Toll system. 
For additional information regarding the Golden Gate 
Tolls:  http://www.goldengate.org/tolls/ or www.bayareafastrak.org 

 Enterprise will be mailing the Toll Bills to the Renters home 
address (please assure your Travelers have updated information 
on file with Enterprise). 

 The Toll bill will show the Toll Fee and a Convenience Fee. 

 Payments can be made online or by U.S. Mail. (The renter will 
have 3 weeks to pay this bill prior to accruing late fees - Late fees 
will not be reimbursed)  

 Claim your Toll Fee on your TEC submission under “Toll 
Charges” and the Service Fee as a “Business Expense”. 
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Airline Contracts 
 Contract Update 

 June 2013 will complete the 4th year of the airline contract.  In 
July, we plan to extend the current contracts, and will go out 
for RFP for 2014. 

 At the time of Extension, airlines are able to add or 
discontinue city pairs and adjust prices based on the 
Consumer Price Index 

 Policy Reminders & Updates 
 SCO does not reimburse for SW Business Select  
 LUV Voucher fee has increased from $75 to $100 
 Early bird check in cannot be charged to the BTA and is not 

reimbursable.  
 United, Delta and US Air change fee increase to $200   
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New Southwest No Show Policy 

 Applies to nonrefundable fares including Wanna Get 
Away and internet special (DING!) rates.   

 Flights not canceled at least 10 minutes prior to 
scheduled departure will lose all funds on the unused 
portion of the reservation and the remaining itinerary 
will also be canceled by Southwest.  

 Valid on fares booked on or after May 10, 2013 for travel 
on or after September 13, 2013 
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HOW TO CANCEL AND REQUEST A REFUND  
If you have booked a fully-refundable fare, you will have to select what you would like to do with the balance of the funds. You can "Hold for future use" or  

"Request a refund of the refundable balance". Please select "Request a refund of the refundable balance" so the funds will go back to the state's credit card.  

If you have booked a non-refundable internet fare, you will only be able to "Hold for future use".  

CANCEL FLIGHT RESERVATION 

1. Login to your SWABIZ Account 

2. Click on  

3. Click on 'Cancel Reservation' 

4. Enter the “Air Confirmation” number and first and last name of the traveler. 

 

8. Click  

to cancel the reservation. 

9. Cancel Confirmation 
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Miscellaneous 
 

 Notify STP of Department Staffing Updates 

 

 Future 2013 Travel Coordinator Meeting 
Schedule 

 August 13, 2013  - 9 a.m. to 11 a.m. 
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Questions? 
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State Travel Program (STP) Contact 
Information 
 

 Tasha Wilson, Manager – (916) 376-3976 

 Lori Wasson – (916) 376-3992 

 Kelly May – (916) 376-3991 

 Georgia Kattenhorn – (916) 376-3990 

 Lauren Richardson – (916) 376-3977 
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