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* Timelines e S1 Accounts
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 Rolling Balances Research

- Hidden Delinquencies » Credit Balances

. Missing Payments * Who to Call

» Prompt Payment Interest * Questions?
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Delinquency Timelines

« 45 Days Past Billing Date - LPN (Late Payment Notice) is
sent

« 61 Days Past Due (91 days from billing) - Account
suspended (M9 Status)

e 181+ Days Past Due - may result in suspension of the
entire level 4 agency

e 210 Days Past Due — Charge off

« “Past Due” vs “Past Billing”

(Ebank
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Reporting
« PMO Reports
* Access Online Reports
— Delinquency Report
— Suspension/Cancellation Report
— Certification
— Transaction/Dispute Reporting

— Payment and Prompt Payment Act Interest Report
— Shows Regular and Interest Payments for two years

(Ebank
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PMO Delinquency Reports
Ebank j*“*‘j‘f D;krg:zy Rfari f;ﬁm Totels Items)

Governmemnt Services

Cycle Balance Current 1-30 DPD 31-60 DPD 61-90 DPD 91-120 DPD 121-150 DPD 151-180 DPD 181+ DPD
$358,665,607.36 $335,487,426.50 $21,113,008.05 $1,746,539.98  $302,958.63 $10,062.40 $4,704.45 $997.30 $0.00
Humber of Accounts 900 152 36 5 4 1
Delinquency Percentage 1+ DPD % 3+ DPD % 61+ DPD % 91+ DPD % 121+ DPD % 151+DPD % 181+DPD %
6.4624% 0.5758% 0.0889% 0.0044% 0.0016% 0.0003% 0.0000°%
Total for Suspensions: Report as of 519/2010 $0.00 $1,017.00 $1,142.00 $2,234.55 $1,109.03 $1,129.02 $618.33

@ bank CPP Delinquency Report (06621 Items)

As of: Wednesday, May 19, 2010

Government Services

N ] Billing Official 31-60 61-90 91120 121150  151-180 Account 90+

LEVEL ? LEVEL 3 LEVEL 4 LEVEL5 Billing Official # Hame 1-30DAVS o DAYS DAYS DAYS pays TBIFDAYS o o e
21 11 M1 12345 ooocnoocxd 23-4567  BOB SMITH §7,51082  $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 79 $0.00
21 11 M1 12346 ooocon-x] 23-4565 JOE COOL $E261 40745 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00
Subtotal for Level 3: 00011 $7,573.43  $407.45  $0.00 $0.00 $0.00 $0.00 $0.00 $0.00
21 22 2270 BTBS4  oo0em0uc-x987-B543 JAHE DOE §124.47  $3246 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00
Subtotal for Level 3: 00022 $12447  $32.46 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00

(Ebank




Online Reporting

- PDF
* Browser
* Excel
hame Wecount Number Curent BalanTotal Past [30 Days  BDDays  90Days  Bank Number TBR Level 1 TER Level2
JOHN SMITH R RREER faphr 0y R70351 B2 74D 0.0 0.0 WaTE oo
JOE COOL T ahhhahh! IR R T AR WK K 1.0 .0 Weaies oo
JANE DOE TUARRRRRRRRY  BATIA RB3L0E §B A0 0.0 0.0 WaUTE oo
BOB JORMSON i 200731 Mob3  MO630 0.0 0.0 Wa4TE Moo
ANN OLSEN B Mor1s h2na BRZad 0.0 0.0 Wa4rE Moo

(Ebank
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Transactions/Disputes

« Resolved in Favor of Cardholder — credit issued
 Resolved in Favor of Merchant — no credit

« All disputes, whether they were initiated in Access Online or not, will
appear on the Dispute Report

hame | ticcount Mumber Managing Account Trans Date  Posting Dste Cycle Close Dz Trans Amour Disputed Dispute Status Dlizpute Status Date  Merchant Mame

JOECEOL ™™ oot 450509260 2009005428 2009005423 2009006M3  $13300 Y Unresalved ZAPZAPPOS.COM
JOHRSMITH ™™ ootz - ™ 4505092670 200800562 200840503 2009006413 RN Resolved in Favor of Cardhalder 200305022 GSA-FSS-A0Y
JOHRSMITH ™™ ootz - ™ 4505092670 200800562 200840503 2009006413 RN Resolved in Favor of Cardhalder 200305022 GSA-FSS-A0Y

JAMEDCE ™™ ootz 4505099673 2009008427 2008005427 200900613 $am Y Riesolved in Favar of Merchant 20094070 CENTER COMPARY

BOE JOHWSON ™™ 10111111 — 45RE15321 200900645 200800503 2008/0BM3  $3R940 Y Riesolved in Favar of Merchant 200305028 STARTLOGIC, INC
AMROLSCN ™™ oootmg - 4GRERERGED 2008006402 2008006403 2009006H3 223 Y Unresalved STARLEY SUPPLY & SVC3

(Ebank
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« Unpalid balances carry forward and are included in the
new Balance Due

Rolling Balances

« Payments and merchant credits are applied to the oldest,
open balance

* Delinquency buckets reflect total past due, but may not
Indicate which statement was unpaid or short paid

(Ebank
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“Hidden Delinguencies”

« Payment intended for a current statement is applied to the
oldest, open balance

« Past due account falls off of Delinquency Reporting and
appears again after cycle

« EDI Accounts — Delinquency report after cycle

* Non-EDI — Current Billing Activity vs Account Balance

(Ebank
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« Contact U.S. Bank if your records indicate payment has
been made

Missing Payments

« Payment Information
— Payment Date
— Full Amount (including Interest Penalty)

— Method (check, EFT)
 EDI Rejects

(Ebank
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Prompt Payment Interest

The Prompt Payment Act states that interest penalty must be
paid if payment is not made within 30 days of receiving a
proper invoice

* EDI Accounts
— Clock starts at cycle date
— DFAS automatically calculates interest

* Non-EDI Accounts

— Paperless accounts start the day after cycle when the
statement is available in Access Online

(Ebank
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Disputed Transactions

 EDI Accounts

— Disputes paid up front

— No adjustment needed for credits
 Non EDI Accounts

— Pay and confirm

— If withheld, must be added back to payment once
resolved

e Access Online Reporting

(Ebank
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« Payments paid by Line of Accounting

* Rejected lines of accounting can cause short pays

* Missing payments can be located using the Account
Allocation report in Access Online

— Reporting, Financial Management, Account Allocation

— Match payments received to each line of accounting to
locate missing payment

GFEBS

(Ebank
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* Air Force, Air Guard and a few Tenets

* Must final approve within 60 days

 May be suspended by your A/OPC at 30 days
« Suspension 1st Monday after cycle

* Reinstatement only on Mondays

e Suspensions independent of delinquency status

« Account is terminated if not final approved when available
In Access Online — 6 Months

S1 Accounts

(Ebank
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Managing Account Approval Status

Account Number  Account MName Close Date | Statement Amount Status Type Current Status | Status Date Approver Name
ARERE55551 | JOHM SMITH 200705118 $11531.22 Approved - AD | Pending

ARERE55551 | JOHM SMITH 200705118 $11531.22 Cedified - BO | Pending

ARERE55551 | JOHM SMITH 200705118 $11531.22 |Cedified - F30 Pending

T ARER555552 | JOE COOL 200705118 $281.89 Approved - AQ  Pending

T ARER555552 | JOE COOL 200705118 $281.89 Cedified - BO  Pending

T ARER555552 | JOE COOL 200705118 $281.89 Cedified - FSO  Pending

T ARE5555553 | JANE DOE 200705118 $9083.75 Approved - AD Appraoved - AD 200706414 DOE, JANE
T ARE5555553 | JANE DOE 200705118 $9.083.75 Cerified - FS0  Certified - F50 20070615 DAVIS, BEN
T ARE5555553 | JANE DOE 200705118 $90983.75 Cedified - BO Fending

T An55555554 | BOB JOHMSOM 200705118 $1.578.85 Approved - AD Approved - AD 20070727 JOHNSON, BOB
T An55555554 | BOB JOHMSOM 200705118 $1.578.85 Cerified - FS0 Certified - F50 20070727 DAVIS, BEN
T An55555554 | BOB JOHMSOM 200705118 $1.578.85 Cedified - BO  Fending

TARER055555 | ANN OLSEM 200705118 70592 Approved - AD Approved - AD 20070706 OLSEM, AMM
TARER055555 | ANN OLSEM 200705118 $705.92 Cedified - FSO  Pending

THTARERES5555  ANN DOLSEM 200705118 $705.92 Cerdified - BO Certified - BO 20070706 OLSEN, ANM

ATLANTA, GA - AU

(Ebank




Tips — EDI Accounts

« Certify as soon as possible

* Produce Delinquency Reports from U.S. Bank Access®
Online the day after cycle

 Name alternate Billing Officials for deployed account
holders

e Take action on past due accounts, or accounts that are not
paid in full

(Ebank
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Tips — Non EDI Accounts

« Monitor Current Billing Activity vs. Account Balance

* Forward required documentation to your Finance Office as
soon as possible

« Monitor all disputes for expected resolution
« Keep track of all unpaid transactions

« Take action on past due accounts, or accounts that are not
paid in full

(Ebank
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Recoveries and Reconciliations

e Government Services Research

— Recoveries
— Reconciliation
— Payment Research

— Credit Balance Refunds

(Ebank
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Credit Balances

e Quarterly Refunds

— Include rebates and merchant credits on a net credit line of
accounting

« 6 Month Credits

* Miscellaneous Credits
— Overpayments
— Duplicate payments

(Ebank
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Invoice Services Contacts

Greg Wixo Phone: 701-461-3250
E-Mail: gregory.wixo@usbank.com

Level 2 Level 3's
21 -Army 30 thru 54, except 37
21 - Army 56 and 57
21 - Army 59 and 60
21 - Army 66, 67, 68, 71, 73,75, 76 & 78
21 - Army 82 & 89

Darby Amundson Phone: 701-461-3270
E-Mail: darby.amundson@usbank.com

Level 2 Level 3's
21 - Army 12 thru 21
21 - Army 55
21 - Army 94
22 - Army CP ALL

(Ebank
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Andrea Ramsett Phone: 701-461-3914
E-Mail: andrea.ramsett@usbank.com

Level 2 Level 3
21 - Army 3thru 11, 37
21 - Army 58
21 - Army 65
21 - Army 72,74 and 77
21 - Army 84 thru 86
21 - Army 90
21 - Army 99
57 — Air Force ALL
97 - Defense Agencies ALL

Dorinda Orth-Payments Phone: 701-461-3645
E-Mail: dorinda.orth@usbank.com

Connie McClellan-Supervisor Phone: 701-461-3312
E-Mail: constance.mcclellan@usbank.com

ATLANTA, GA — AUGUST 10-12, 2010
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Questions?

(Ebank
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Agenda — Disputes and Fraud

e Dispute Definition « Case Example
 Timeframes * Dispute Status
« Valid Disputes e Fraud Definition
* Invalid Disputes  Analyzing Fraud
« How to initiate  Fraud Process

« Dispute Process

(Ebank
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Cardholder does not recognize a transaction or has been
unable to resolve an erroneous billing to their credit card

Dispute

Definition

Cardholder Requirements
« Attempt to resolve with merchant

* Provide detailed explanation
 Notify within 90 days of transaction date

* Respond promptly to requests

(Ebank
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Timeframes

 Guidelines

— To preserve dispute rights, a dispute must be received within 90
days from the date of the transaction date

— Disputes can be initiated within 90 days of the transaction date
even if previously approved in Access Online

— Extensions
— Delayed Delivery
— Quality of services — U.S. transactions only

— No Extensions

— Draft Request, not a valid dispute, does not preserve your
dispute rights!

(Ebank
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Valid Disputes \/

Unrecognized/Unauthorized

— Unauthorized requires account to be closed
* Duplicate charge
« Merchandise/Services not received
* Returned merchandise
e Cancelled
* Incorrect amount
« Paid by other means
« Defective merchandise
e Quality of service

(Ebank
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Invalid Disputes

o Sales Tax

e Shipping & Handling
 Exchange Rates
 Convenience Checks

* Credits/Re-blills
 Government Service Rebates
* Different Fiscal Year

« Wrong customer’s account

« Unofficial/lUnauthorized cardholder purchases, cardholder
abuse

(Ebank
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How to Initiate a Dispute

« Access Online

— https://access.usbank.com
« Customer Service

— 888-994-6722

e Malil
U.S. Bank Government Services
PO Box 6347
Fargo, ND 58125-6347

 Fax
— 866-457-7506

(Ebank
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« Cardholder disputes transaction
— Dispute reason
— Identify original cause

— Relevant information/documentation
e Transaction suspended

« Dispute researched
— VISA Regulations
— Additional information obtained
— Transaction receipt

Dispute process

— Contact customer

(Ebank
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* Charge back to merchant

Dispute Process

— Cardholder receives provisional credit

e Merchant rebuttal
— Up to 45 days from chargeback date

— Additional information
Updated Cardholder response
Arbitration

(Ebank
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Dispute Example \/

« Cardholder contacts Customer Service to dispute
transaction as Paid by Other Means

— Cardholder asked to provide:

— Attempt to resolve with merchant
— No longer in business
— No response
— Credit not received

— Documentation to prove case
— Cash Receipt
— Cancelled Check
— Other credit card statement

« Transaction Suspended

(Ebank
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Dispute Example...

e Customer response

—Valid charge — Suspension removed
— No response- Suspension removed
— Provides proof of payment

 Case Reviewed
— Documentation meets requirements
—Visa Timeframes

e Chargeback to merchant
— Cardholder receives credit

(Ebank
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— Additional information

— Merchant Credit
« Updated Cardholder response required

Dispute Example...

 Merchant rebuttal

 Case Reviewed
— No Cardholder Response- Customer Re-billed
— No Recourse- Customer Re-billed
— Additional Recourse- Arbitration

 If re-billed- Customer will be notified by letter
Ebank
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Contact Customer Support
— 866-540-9904

Contact Dispute Representative

Dispute Status

Access Online

Contact Customer Service
— 888-994-6722

(Ebank
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Fraud

Definition

Third party unauthorized use of a credit card or
cardholder identity

Cardholder Requirements

e Close card

« Statement of Fraud

 Notify within 90 days of transaction date

* Respond timely to requests for information

(Ebank
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Fraud

 Cardholder contacts Customer Service due to
unauthorized transactions

— Unable to initiate fraud through Access Online
— Account is closed and new account established
— Balance transferred to new card
— Unposted charges-line item appears on new card
— Unauthorized statement sent to cardholder for signature
— Statement of Fraud

(Ebank
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How to Initiate a Fraud Case

e Card lost/stolen compromised

— Call Customer Service
— 888-994-6722
— 701-461-2232 (Collect)

* Fraud activity on account

— Call Fraud and Disputes Service Solutions Team (FDSS)
— 800-523-9078
— 701-461-4042 (Collect)

(Ebank
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« Each business day the previous day’s fraud cases are
reviewed for new fraud trends.

* As the analytics team identifies new trends they adjust or
create strategies to detect and stop these trends

« Two Types of Fraud Rules provide an effective protection
system against fraud

— These rules are monitored regularly to ensure they are
performing as designed and are updated or deleted as needed

— Real-time rules

Analyzing Fraud

— Near-time rules
* Rules are proprietary and considered U.S. Bank Confidential

(Ebank
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U.S. Bank Fraud PreW

« Real-time rules decision at the point of sale to block potential
fraud, the transactions are either referred or declined

— If charge is legitimate, merchant can call customer service for
manual authorization
— Cardholder may need to speak to the Customer Service
Advisor to verify the account
* Near-time rules provide the bank an opportunity to block
subsequent fraud attempts

— If a transaction triggers a near-time rule, the account will be placed
In a queue for a fraud representative to review the activity

— The account may also have an FR credit rating (Referral Status)
added to the account to ensure cardholder calls to validate

transaction history
Ebank
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What Happens if Fraud is Confirmed?

e Card will be closed
— F1 status and new number created
— Company number changes to 99998 during overnight processing.
— TBR Levels are purged from the original account number
— Removed from reporting

* Notations added to the card
« Case submitted in fraud system
* Any follow-up guestions are directed to FDSS

(Ebank
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Day 2 Fraud Process

 The case appears in a case processing queue the
following business day

* Fraud process runs which changes the following data on

the fraud card
— Change credit rating from F1 to FA
— Address to Fraud’'s PO Box
— Agent number changed to 9998
— Statement hold code added to account

(Ebank
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Credits and Paperwork

* Fraud cases must be initiated within 90 days of the
transaction date

— All fraud transactions will be moved back to the fraud account while
the case is worked, so credits may appear on the new account

— If valid transactions post to the old account after the card is closed,
those transactions will be manually moved to the new account

 Once all transactions have been moved to the correct
account, the statement of fraud will be generated reflecting
all of the fraudulent transactions

(Ebank
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Statement of Fraud
« Statement of Fraud must be received by U.S. Bank before
we can initiate any requests to the merchant.

 When the Statement of Fraud is received by the fraud
case processor they will do the following:
— Make sure it was received within time frames
— Deny claim
— Past time
— Other reasons (i.e. not a legitimate fraud claim)

— Chargeback to the merchant/credit to the account

(Ebank
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« Case Processing will typically issue credits for fraud
transactions within 10 business days

« Cardholder will typically receive the Statement of Fraud
within 2 weeks

o Statement of Fraud due date is within 3 weeks of mall
date, If not received within 2 weeks, a reminder letter is
sent

« Additional fraud charges are found by the cardholder

— Cardholder should contact customer service/FDDS team to add
newly identified fraudulent transactions

« All fraud activity must be reported within 90 days of the

transaction date
Ebank

Time Frames
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Chargeback or Not to Chargeback?

Do we have chargeback rights?

e Governed by Visa Regulations
— Many factors must be considered in each situation
— Regulations change on a regular basis throughout the year

 Rule of thumb

— All cases are reviewed and a decision is made based on the
investigation and documents sent by the merchant

— Time Frame Limitations, we must receive notice within 90 days of
the transaction date or we cannot charge the transactions back to
the merchant

(Ebank
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Questions?

(Ebank
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Thank You

Presentations will be available on
www.usbank.com/sp2presentations
after the conference

(Ebank
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