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1.0   Introduction

The magnitude of change that the eTravel Services (eTS) initiative encompasses demands an insightful and rigorous approach to user support and training, change management, and relationship management.  As the travel service impacts so many individuals in such a personal way, Government travelers understandably have a level of anxiety and trepidation with respect to the change proposed.  EDS’ user support and training plan incorporates our proven concepts for communication, instructor-led, and computer-based training for on-site and remote support, all leading to a smooth transition to an enhanced eTS.  This plan provides users at all levels with the information, support, resources, and tools to maximize the benefits of the FedTraveler.com solution.  EDS’ approach to user support and training leverages the strength of our team’s experience with the Government travel service, our expertise in training, customer care, project planning, and our proven capabilities in superior service support.  The combination of EDS’ expertise in program management, together with Zegato and Mil Corporations’ understanding and experience with the travel needs of the Government, provides the strongest foundation possible for the implementation and sustainment of an electronic travel service.  Within this plan, EDS provides an overview of our approach to training users, approvers, and systems administrators of FedTraveler.com, and details user support entitlements and options that contribute to project success, all based on proven and practiced service delivery tools and experience in implementing eTravel programs.

2.0   Training
EDS’ standard approach to training for federal agencies is to provide both instructor-led training (ILT) and computer-based training (CBT) options.  All users are encouraged to take the initial instructor-led course, Introduction to FedTraveler.com.  Travel approvers and systems administrators have access to additional courses specifically tailored to their respective roles.  All users have access to various FedTraveler.com CBTs.  EDS will provide a series of training opportunities to meet baseline FedTraveler.com and agency-specific learning requirements.  Standard implementation training packages can be tailored or supplemented to meet specific needs.  Specialized training will be developed in coordination with agency managers for the user roles identified.  At a minimum, training will include the following:

· FedTraveler.com training in a variety of forms to satisfy agency requirements for identified user roles, such as computer-based tutorials, ILT, and train the trainer (TTT) (The team will conduct training not more than 30 days before implementation and use of FedTraveler.com, unless required otherwise by the ordering agency.)
· CBT through the FedTraveler.com portal

· Development, in coordination with the supported agency, of a tiered course curriculum to be used by Government or contractor personnel within identified FedTraveler.com user roles

· Development of training scenarios that facilitate role playing and resemble circumstances that federal employees may encounter as they use FedTraveler.com

· Optional, separate training for agency personnel engaged in business intelligence, business data warehouse, and reporting functions

· Optional and separately priced supplemental training to satisfy agency requirements for additional continental United States (CONUS) and outside CONUS (OCONUS) locations, additional classes of up to 25 students, and other supplemental training identified by the agency.

2.1 Instructor Led Training
ILT is hands-on, provided as part of the team’s standard implementation approach, and includes workshops and three classes:  Introduction to FedTraveler.com, FedTraveler.com for Travel Approvers, and FedTraveler.com for Systems Administrators.  The following table lists the three classes, class audience, and length.

	Course Title
	Audience
	Course Length

	Introduction to FedTraveler.com
	Federal Traveler (FT), Federal Travel Arranger (FTA), Federal Supervisory Travel Approver (FSTA), Federal Financial Travel Approver (FFTA), Federal Agency Travel Administrator (FATA), Federal Agency Travel Coordinator (FATC)
	1 day

	FedTraveler.com for Travel Approvers
	FFTA, FSTA
	1 hour

	FedTraveler.com for Systems Administrators
	FATA, FATC
	1 day


ILT is pivotal in obtaining high adoption rates of self-service versus non-self service reservations.  In addition, ILT, other than training provided as part of a standard implementation, can be obtained through a separate Contract Line Item Number (CLIN). However, the team’s past implementation experience has demonstrated that additional training on FedTraveler.com can be minimized because the system is both user-friendly and intuitive.

The following tables describe the three FedTraveler.com ILT training courses: 

	Course:  Introduction to FedTraveler.com

	Description
	A skills-based course that helps users develop a high level of proficiency with FedTraveler.com through mastery of all options.  The course uses case studies, each of which provides participants with real-life examples and challenges that enables them to make the most of the service.  In addition, instructor-led discussions assist in determining the best approach to accomplishing case study objectives.  At the completion of this course, users will have gained new insight into FedTraveler.com’s flexibility and ability to handle complex transactions.

	Selected Topics
	User Profile Modification
· Modify user profile to reflect current personal information
· Home address

· Social Security Number (SSN)
· Credit card travel data for travel expenses

· Bank information used for electronic fund transfer (EFT) of reimbursable expenses

· Employment details

· Travel preferences

Travel Plans and Expense Reports

· Prepare estimated travel cost through the Travel Plan

· Understand travel segments

· Make per diem adjustments and exclusions

· Identify modes of transportation including contract flights

· Make hotel and rental car reservations

· Obtain financial summary of Travel Plans and Expense Reports, including trip calculations

· Define cost centers and object classes

· Report actual travel cost through Expense Reports

Basic Approvals

· Obtain overview of the FedTraveler.com approval function
· Be familiar with cost and other data items reviewed by approving officials

· Understand the importance of providing the required detail data for approving officials

Document Status

· Understand the relationship between a document and the functions available

· Understand document functions: duplicate, print, archive, hold, submit, and delete
Local Travel Expense Report
· Submit claims for local travel expenses
Alternate Preparation

· Prepare Travel Plans for another authorized user

· Arrange Foreign Travel

· Incorporate foreign exchange rates in Travel Plans and Expense Reports
· Determine actual Necessary Expenses

· Identify per diem percentage increase, decrease, or fixed rate amounts 

	Objectives
	After completing this course, participants will be:

· Familiar with most commonly used features of FedTraveler.com
· Able to update a user profile

· Able to prepare a Travel Plan and Expense Report

· Able to prepare a Local Travel Expense Report

· Have a basic understanding of the travel approval process

	Prerequisites
	· Basic understanding of Personal Computers (PCs)
· Familiarity with an Internet Web browser

	Audience
	FT, FTA, FSTA, FFTA, FATA, FATC

	Length
	1 day


	Course: FedTraveler.com for Travel Approvers

	Description
	This course, for FedTraveler.com Approving Officials, is designed to help them apply the fundamentals of approvals to all FedTraveler.com travel-related documents. Participants learn how approval chains are related to travel documents and use case studies to observe the workflow feature of the Approval subsystem.

	Selected Topics
	Approval Chains

· Definition of approval chains and their types and levels

· Requirements and constraints

· Simple and complex approval chains

Amendment Options

· Modifying actual trip expenditures  

· Approval parameters 

Financial Details

· Access information about cost center funds availability 

· Funds comparisons 

Justifications

· Variances and providing justification via list versus free-form text 

Expense Details

· Review of expense details claimed for reimbursement

· Review of nonwork days

Returning Travel Documents

· Travel Plans or Expense Reports

· Requesting additional detail, justification, or expense changes

· Reviewing returned documents 

	Objectives
	After completing this course, participants will be:

· Familiar with the preparation of Travel Plans and Expense Reports

· Familiar with the preparation of Local Travel Expense Reports

· Familiar with funds control

· Knowledgeable about the Approval process and features

	Prerequisites
	· Knowledge of Federal Travel Regulations

· Basic understanding of PCs

· Familiarity with an Internet Web browser

	Audience
	FFTA, FSTA

	Length
	1 hour


	Course:  FedTraveler.com for System Administrators

	Description
	This course covers the features and functions of the FedTraveler.com system administration Tool Box, which is used to manage information about an organization. It teaches FedTraveler.com system administrators how to set up primary and subordinate organizations and customize organizations.

	Selected Topics
	Creating Organizations

· Creating new organization preferences and processing features

· Duplicating an existing organization

Creating and Modifying User Profiles

· Adding and maintaining user profiles on new organizations 

Creating and Modifying Cost Centers

· Creating cost centers

· Adjusting fund balances

· Assigning fund certifiers

· Establishing accounting interface data

Creating and Modifying Job Titles and Administrative Codes

· Creating and modifying job titles

· Creating and modifying administrative codes

· Creating and modifying dynamic approvers

· Linking users to job titles and job titles to administrative codes

Organization Maintenance

· Modifying preferences to meet organization policy and procedures 

· Defining and setting organizational securities

FedTraveler.com Tables
· Adding and maintaining expense categories

	Objectives
	After completing this course, participants will be able to:

· Create and maintain organizations and User Profiles 

· Create and maintain cost centers, job titles, and administrative codes

· Create, test, confirm, and apply approval chains

· Use administration utilities

	Prerequisites
	· Knowledge of FedTraveler 

· Basic understanding of PCs

· Familiarity with an Internet Web browser

	Audience
	FATA, FATC

	Length
	1 day


2.2 Train the Trainer
The decision to request TTT classes rests with the agency and should be weighed in light of their agency-specific needs. Normally the TTT approach works well when an agency has high user turnover, users are in multiple locations, the user population is at least 5,000, and there is a requirement for refresher training that cannot be accommodated by the online Help or CBT functions inherent in the FedTraveler.com system.  TTT requires a longer training period (four to five days plus two days of mentoring and certification per student), and could impact implementation schedules or adoption rates if agency trainers are not proficient. 

3.0   Customer Support - Overview
EDS provides basic customer support through its FedTraveler.com Home page and a dedicated call center.  Through the Home page, users have the option to access customer support through the contact option or through the Main Portal page.  FedTraveler.com consistently displays a Help icon on every page that can be used to assist the traveler with basic functions.  The Help icon can also be used to troubleshoot problems by providing menu entries, screen samples, and Help text.  The context-sensitive help files also allow the user to conduct key word searches through the Help utility.  The existing FedTraveler.com call center provides responsive and quality customer support for all user types and meets or exceeds all Government requirements for both functional and technical support.  The help desk is equipped to resolve travel service and technical user support issues.  Emergency travel arrangements, as defined by the business rules of the individual agency can be arranged, 24 hours a day, seven days a week, 365 days a year (24x7x365) and are not confined to the core hours specified in the Request for Proposal (RFP) (that is, from 8:00 a.m. Eastern Standard Time [EST] to 9:00 p.m. EST, Monday through Friday, excluding Federal holidays).  The help desk is operational 24 hours a day, but is staffed to provide the most responsive technical support during the core hours (from 8:00 a.m. EST to 9:00 p.m. EST, Monday through Friday, excluding Federal holidays).  All services provided by the FedTraveler.com call center are available in the offline environment and are accessible through a single toll-free telephone number with rollover and call group capabilities.  A dedicated facsimile number is also available.  Overseas users can access the FedTraveler.com Help Desk Travel Section through collect calls to a designated telephone number.  Online support at the FedTraveler.com call center is accomplished through a single e-mail address with instant messaging and a portal hyperlink. This enables members to communicate with EDS for noncritical issues, comments, and suggestions.  

When a user contacts the FedTraveler.com call center, technical support will be provided for user roles identified to include systems administration, travel administration, and travel coordination.  Users can obtain assistance on how to use FedTraveler.com, make or change flights and reservations, inquire about credit card data, and access any action that is associated with a travel event.  The call center supports both online and telephone-generated trouble tickets from initial contact through problem resolution.  

FedTraveler.com offers multi-tiered customer support options with increasing levels of customer service for agencies, based on their specific needs.  EDS has priced the transaction fee for basic customer service in conformance with the specifications established in the eTS RFP.  Agencies can take advantage of separately priced CLINS to obtain dedicated, on-site reservation and fulfillment services.

FedTraveler.com provides three levels of customer support (NOTE: these services are not designed to take the place of an agency’s current information technology (IT) help desk or break-fix provider):

· Level 1 – Provides hands-on technical support, answers basic “how-to” questions, resets passwords, and so on (see Section 3.1)
· Level 2 – Provides assistance relating to organizational changes and functional issues that impede a user from making travel arrangements or performing travel processes (see Section 3.2)
· Level 3 – Provides assistance for advanced technical issues, such as not being able to connect to FedTraveler.com, other IT problems, and any issue that prevents a user from making travel arrangements or performing travel processes (see Section 3.3).
The levels described above are supported by the FedTraveler.com call center, customer account specialists, and 24x7x365 travel agent support.  The price for this support is included in the applicable transaction fee.

3.1 Optional On-Site Support

Optional on-site support is available for agencies regardless of the size of their user population.  On-site coordinators provide enhanced travel support for an agency and normally boost adoption rates.  The size of the user community required to justify an on-site coordinator can vary based on specific agency requirements.  Some sites with as few as 400 monthly expense claims, but complicated travel itineraries and/or significant international travel requirements, find the addition of an on-site coordinator to be a sound investment.  Normally one on-site coordinator can support 6,000 users and up to 15,000 expense reports per year.  Beyond these levels additional staffing is required.

A cost-effective alternative to EDS-provided on-site coordinators is for an agency to develop a staff of “Super Users.”  Typically these are agency personnel already familiar with travel services and some may have been displaced when FedTraveler.com was implemented.  “Super Users,” because of their familiarity with travel processes and policies, will normally require only familiarization with the FedTraveler.com application and can immediately become productive as a coordinator.  “Super Users” are also good candidates for internal trainers and should be considered for TTT training if the agency chooses to utilize this approach.  

3.2 User  Support

Discussed below in more detail and shown in Exhibit 1 is an explanation of user support processes and procedures, to include diagrams for call escalation, quality management, and content from desktop standard operating procedures (SOPs) utilized by FedTraveler.com help desk/call center personnel.  
[image: image8.wmf]The FedTraveler.com call center will provide responsive and quality customer support for all Federal Agency users for both functional and technical support.  The FedTraveler.com call center is accessible by all users involved in the workflow process via one toll-free number:  888-414-8831, select extension 130 (after hours).
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When a user contacts the call center they will obtain assistance on a variety of topics, including: how to use FedTraveler.com, make and/or change flights and reservations, and virtually any service or process that is associated with a travel event.  This integrated call center also enables FedTraveler.com to maintain a centralized database of customer support calls of all types.  This data can be used to generate informative reports giving Federal Agencies the ability to make critical decisions.  These decisions may affect user acceptance and adoption and/or target training to a specific group or on a specific topic.  The data contained in the call center repository will also gather information on system usage and user feedback on application features and functionality.  This information can be used in the analysis and design of future application enhancements and/or technology refreshments.

3.2.1 Multilevel User Support 
FedTraveler.com will provide multi-level customer support that is comprised of three tiers:  Tier 1; Tier 2; and Tier 3. 

3.2.1.1 Tier 1:  Phone-in Support and Help Desk Procedures

The Tier 1 help desk provides problem tracking and general technical and functional support for FedTraveler.com.  The Tier 1 help desk representative is the initial point of contact for all issues and questions related to FedTraveler.com.  They are responsible for resolving issues as they are logged and/or for routing the user to the appropriate resource in the FedTraveler.com support structure.
3.2.1.2 Tier 2:  Technical and Application Support

Tier 2 of the call center provides “how-to” assistance for all travel planning, approval, and expense management functions.  When a traveler reaches Tier 2 support the representative assists the user by walking them through the process step-by-step, or by preparing the document for the user.  Non-self service travel issues such as booking cars, flights, hotels, and emergency travel are also handled at the Tier 2 level.  Tier 2 systems administration functions to support organization parameter setting and rules, network operations center (NOC) inquiries that exceed Internet browser configuration, complex foreign travel requests, and special ad-hoc reporting requests. 

3.2.1.3 Tier 3:  Travel Arrangement Support

Tier 3 of the call center provides support for generating paper tickets, canceling tickets already issued, issuing refunds for unused tickets, and other complex support requirements including custom agency-generated requests. 

3.3 FedTraveler.com Help Desk SOPs
The function of the FedTraveler.com help desk is to assist or resolve various inquiries regarding the system.  Inquiries could involve functionality of the system, “how to” questions for making reservations, travel plans, and expense reports, problems with ticketing airfare, connectivity, document retrieval, system administration, and so on.  The highest level of customer service is expected when responding to inquiries.  All calls received must be answered in a polite, courteous manner.

3.3.1 Answering Phone Calls

All calls will be answered as soon as possible, and the phone should not ring more than four times without being answered.  If the phone rings and the representative is assisting other customers, the representative will answer the call within four rings and take the callers information and call them back.  All calls on hold should be handled as soon as the original call is complete.

Call Backs must be completed as soon as the original call is compete.
When completing a call, every representative is required to do a Roll Call.  A Roll Call is when a representative has completed their call and checks all calls on hold for assistance.
When answering calls the following information is needed from every caller:

· Name (first and last)

· Last four digits of their SSN as well as their e-mail address

· Description of assistance needed

· Document number and record locator

· Type of training received on the system

· First time user (yes or no)
Callers requesting refresh of their personal identification number (PIN) must verify the last four digits of their SSN as well as their e-mail address before support will refresh the PIN.  
3.3.2 Research
While responding to an inquiry, if the help desk representative finds that extensive research is necessary, the representative will capture all contact information for the caller (such as, telephone, facsimile, and e‑mail) and will inform the caller that further research is required and a timely response is forthcoming.  After the call has ended, the representative follows up to confirm that the research and the caller response are completed.  No ticket should remain open at the end of each day unless it has been escalated.

In the event of an unresolved technical or itinerary problem, the problem will be escalated to appropriate FedTraveler.com management.  The following information will be captured before escalating the problem:

· Name (first and last)

· Request number

· Description of assistance needed

· Document number and record locator

· All document activity

· All information that has been captured
· Print out of all information that needs to be researched or investigated

3.3.3 Escalation
Technical inquiries that extend beyond the help-desk support capabilities will be forwarded to Tier 2 as the next level for resolution.

The following information should be provided when escalating a problem:

· Name (first and last)

· Request number

· Description of assistance needed

· Document number and record locator

· All document activity

· All information that has been captured

· Print out of all information that needs to be researched or investigated
If a caller is on the line and the inquiry needs to be escalated, the help desk representative will get the necessary information and let the caller know that the inquiry needs to be researched.

Areas that should be escalated include:
· Errors with accounting string data in the system

· Ticketing itineraries

· Adding cities/changing per diem

· Changes to the centrally billed account (CBA)
· Document number scheme changes

· Error log reports

3.3.4 E-mails
E-mails to the FedTraveler.com Inbox will be responded to within 24 hours of receipt.  E-mails that need escalation will follow the standard help desk escalation procedure.  The representative who has escalated the issue will forward the e-mail including all documentation needed to help expedite a resolution to the problem.  Once the escalated issue has been resolved the representative will provide the user with a return e-mail response.
*If escalated e-mails cannot be resolved within 24 hours of receipt, the representative will respond to the user and  provide updates until the issue has been resolved.

3.3.5 Voice Mail
Voice mail will be checked at least five times a day (EST) as follows: 

· 8:00 a.m.
· 10:00 a.m.
· 1:00 p.m.
· 4:00 p.m.
· 8:00 p.m.
Accurate notes will be taken and all information will be recorded on the Voice Mail Log Sheet and submitted to the Help Desk Lead at the end of each day.  All voice mail calls will also be logged in the call logging system.
3.3.6 Ticket Closure

The goal is to close all help desk tickets by the end of each business day or within 24 hours of initial contact, unless the ticket has been escalated.  

3.3.7 Invalid Credit Card Information

If a traveler is not ticketed due to an invalid credit card in the system and they need to be ticketed, the following action will be taken:

· An e-mail will be sent to the traveler, alternate preparer, and the system administrator to explain that the credit card in the traveler’s user profile is invalid and must be updated so the reservation can be ticketed. 

Note:  If the traveler is traveling within 24 hrs or if they are at the airport, the itinerary will be ticketed based on the agency procedures . This will provide information to allow the correct payment method to be applied to the Travel Authorizations and Expense Report.

3.3.8 Waitlisted Flights

If a traveler is not ticketed due to a waitlisted flight, the representative will contact both the traveler and the alternate preparer by e-mail and telephone and advise them to send a message to their travel agent with the new flight information that best corresponds with their schedule.  They will also be advised to go through Schedules to obtain new flight information for the waitlisted portion of the itinerary.

3.3.9 Initial Fare Quoted Unavailable

When the initial fare is no longer available, an itinerary will not be ticketed without approval for the higher rate quoted.  If there is a fare discrepancy or a fare change then Quality Control will send the traveler and the alternate preparer an e-mail advising them to approve the new fare amount.  If a traveler is not ticketed due to this reason, the representative will send an e-mail to the traveler and the alternate preparer and have them approve the higher fare amount before ticketing them. 

3.3.10 Travel Plan is not APPROVED
If a traveler is not ticketed due to an Incomplete, Under Review, Returned, or On Hold document, the traveler will not be ticketed until approval is granted. 

3.3.11 Error Notifications

Error notifications that are generated by FedTraveler.com are generally e-mail notices sent to the help desk that include a brief description on a ticketing or cancel error.  These problems are associated with the payment method selected in travel authorizations when purchasing tickets.
Notifications are normally generated when credit card information is invalid. Examples include: 

· The credit card information in the users profile is incomplete.

· The credit card in the users profile is declined.

An error notice will include the following information:
· Date and time that the notification was received

· The document number

· Action:  What action generated the error
· Result:  What caused the ticketing/cancel error.
To handle the above error, the help desk representative will send an e-mail to the traveler, alternate preparer (if applicable), and the system administrator of the agency so that the correct information can be collected and the traveler can be ticketed.  Exhibit 2 illustrates an error e‑mail.

----------Original Message-----

From: David Vogelsang [mailto:dvogelsang@zegato.com]

Sent: Wednesday, December 10, 2003 8:34 AM

To: FedTraveler.com Help Desk

Subject: FW: Ticketing/Cancel

JOHN DESAUSSURE from 553 SSA JOHN D. GINGELL (DETROIT, MI) is traveling on 01/12/2004.  The final approval date was 12/09/2003.  The payment method was Government individual card. 

 -----Original Message-----

From: vto@zegato.com [mailto:vto@zegato.com] 

Sent: Tuesday, December 09, 2003 11:02 AM
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[image: image11.emf]To: development@zegato.com; techsupport@zegato.com

Subject: Ticketing/Cancel

    Error on 12/9/2003 11:02:19 AM

    Document #: 78731ZCVA ZVHAV11M03    ZZZZZZZZZZZ553T40000008600000 
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    Action: TICKET

    Result: ERROR4: No valid credit card found
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Exhibit 2:  Example of an Error E-mail

3.3.12 Modifying and Canceling Reservations
Modifying Reservations
To modify any reservation the following steps are taken:
· If a reservation is NOT TICKETED
· The only information that can be changed is the airline carrier, flight number, date, and time. 

· To make this change, click on the ITINERARIES menu option from your portal page in FedTraveler.com.  Select your Itinerary and then click on MESSAGE TO AGENT.  When sending message to agent please include the date, flight number, carrier, time, and arrival/departure times that need to change.  Remember to be specific when sending a message to an agent, since the agent will not complete the request without specific information.  To obtain new flight information, go through the SCHEDULES feature in FedTraveler.com.  If assistance is still needed, contact the help desk.

· If a reservation is TICKETED
· The only information that can be changed is the date, flight number, and time. There will be no airline carrier change or routing change to a ticketed reservation. 

· If a carrier or routing change needs to be made, contact the call center to activate Tier 3 services. 

Note: If there is a date, routing, or price change to a reservation, the help desk representative will prepare an amendment to the Travel Plan.  If there is only a carrier or time change, then an amendment to the Travel Plan may not be necessary. 

Canceling Reservations 
To cancel reservations the help desk representative will cancel the Travel Plan following the steps below:

· Highlight the Travel Plan that needs to be canceled and click on the DOC CONTROL menu option. 

· Click the DELETE button. 

· This returns to the MY TRAVEL DESKTOP.  If the Travel Plan was incomplete then the document will be removed from the desktop.  If the Travel Plan was APPROVED the document status will read CANCELED.  This will cancel all reservations associated with the travel. 

3.3.13 Ticket Refund Process
Electronic Ticket Refund

Unused Tickets:  Tickets that were purchased for travel but not used will not automatically generate a refund even if the ticket is fully refundable (Federal YCA fare option selected. “Y” stands for class of service, “CA” stands for Contract Airline).

If a refund has not been processed and the traveler flies with the same carrier, the traveler has the option to use the value of the original ticket toward the purchase of the new fare amount.  The traveler is responsible for the difference in airfare.  If money is due to the traveler, credits will be processed and applied to the traveler’s card.  To ensure that a refund is processed the traveler must send a message to the travel agent on the itinerary to indicate the unused portion of the ticket and to request a refund, or the traveler must contact the FedTraveler.com help desk and provide the following information:

· Traveler’s name

· Record locator

· Document number

· Portion of the unused ticket

Travelers will be advised to allow four to six weeks for a refund to process and be applied to the credit card statement on the next billing cycle.

Paper Ticket Refund
Unused Paper Tickets (air or train):  Paper tickets purchased or electronic tickets exchanged for paper tickets that are not used will not automatically generate a refund even if the tickets are fully refundable (Federal YCA fare option selected).  A refund for unused paper tickets will not process until paper tickets have been mailed back to Tier 3 of the help desk.  Travelers may keep paper tickets if flying with the same carrier in the future and exchange old tickets for new tickets.  The traveler will be responsible for the difference in airfare.  If money is due to the traveler, credits will be processed and applied to the traveler’s card.  To ensure that a refund is processed, the traveler must send a message to the travel agent on the itinerary that conveys the amount of the unused portion of the ticket and to request a refund, or the traveler must contact the FedTraveler.com help desk and provide the following information:
· Traveler’s name

· Record locator

· Document number

· Portion of the unused ticket

Note:  The traveler is responsible for mailing back the unused portion of the ticket to process reimbursement.  If the paper portion of the unused ticket is not received payment cannot be processed.

Travelers will  be advised to allow eight to 10 weeks for a refund to process and be applied to the credit card statement on the next billing cycle.

3.3.14 Fare Options 

Federal YCA Fare

The Government Contract Flight (YCA Fare) provides users with the General Services Administration (GSA)-contracted rate with the airline (the City Pair Program).  With this rate there is no change in cost, users are guaranteed and locked into the rate provided until ticketed.  Additionally, there are no restrictions such as ticket by dates or penalties for making changes to tickets.
Non-Restrictive Fare

The Non-Restrictive fare option is the Government Capacity Controlled Fare.  There are no restrictions but there may be a penalty for changing the ticket and the rate is not locked in.  All Capacity Controlled fares fluctuate depending on the number of Government seats available on the flight.  

Non-Penalty Fare

The Non-Penalty fare option is the Government Capacity Controlled Fare.  Travelers can expect to have no fees for changing the ticketed reservations.  Travelers will have a ticket by date restriction and the rates will fluctuate depending on the number of Government seats available on the flight.  

3.3.15 Changing Payment Methods

FedTraveler.com cannot handle changes in payment methods on authorizations once they have been APPROVED.  The following steps are required to change payment methods on authorizations. 

If a document is “Under Review“ and a change in the payment method is required the following actions will occur:

· From the My Travel Desktop, highlight the document that has the status of “Under Review“ by clicking on the radio button to the left of the document.

· Click on the Document Control menu option on the left hand side of the page.

· From the Document Control page, click on the HOLD button.

· From the My Travel Desktop, highlight the document that has the status of “On Hold“ by clicking on the radio button to the left of the document.

· Click on the Open Document menu option on the left hand side of the page.

· From the Travel Plan page, click on the Reservations menu option.

· Change the payment methods on all segments of travel, and then click on the Return to Plan menu option.

· From the Travel Plan page, click on the Complete Plan menu option.

· From the Financial Summary page, click on the Submit Document menu option to resubmit the document for approval.

If a document is APPROVED and a change in a payment method is required, a duplicate document will be created . All reservations that were made for the trip will be associated with the “old” travel plan.  To ensure that these reservations remain active, do not delete the “old” travel plan until the traveler returns from travel.  Follow the steps below to complete this process:

· Create a Duplicate Plan for the document and submit it for approval.  Manually type in the information on the reservations page, do not go back into Online booking. 

· Contact the help desk by e-mail and provide the following information:

· The old travel authorization (TA) number
· The new TA number

· The name of the traveler

· The record locator on the Itinerary.
4.0   FedTraveler.com Travel Escalation Procedures

Shown in Exhibits 3 through 6 are the most common escalation steps to be followed by FedTraveler.com Help Desk personnel:
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Exhibit 3:  Normal Hours Travel Support
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Exhibit 4:  After 7:00EST PM Emergency Travel
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Exhibit 5:  After Midnight Emergency Travel
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Exhibit 6:  Normal Hours Emergency Travel
4.1 Quality Improvement Measures

Exhibit 7 provides a pictorial view of the process flow employed by EDS to bring about positive change to FedTraveler.com.  As users call in issues and concerns they are logged into a call logging system (Problem Log Database) and provided with a basis for future system enhancements and changes. 

The program management staff periodically review the Problem Log Database to evaluate the need for system changes, fixes, and enhancements based on customer feedback, customer requests, and reported system errors.  Once items have been reviewed by the technical and operational managers proposed quality improvement actions will be forwarded to the Change Control Board.  The Change Control Board will review all proposed system changes and enhancements prior to adoption.  Any approved system changes and enhancements will become part of periodic scheduled release cycles to address FedTraveler.com user and system needs. 

For more detailed discussion of the Change Control procedures see the Configuration Management Plan.
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Exhibit 7:  Quality Improvement Measures
5.0   Client Agency Support 

EDS views the training and user support of FedTraveler.com as a combined effort between EDS and the client agency.  Additionally, EDS predicates the development of a Training and User Support Plan on an assumed level of support being provided by the client agency.  Listed below are key planning assumptions:

· The client agency will support and adhere to the timelines established in the Implementation Project Plan, and provide consistent and complete support during the execution of identified implementation tasks.
· The client agency will appoint an Executive Sponsor who will serve as their eTravel “Champion” and a Program Manager who will be responsible and empowered to manage and coordinate client activities during implementation.

· The client agency will provide a suitable classroom facility to accommodate up to 25 students that is equipped with computers with Internet connectivity.
· The client agency will provide as a minimum the facilities, services, and equipment listed below:

· Floor plan, organizational chart, and the client’s holiday schedule 
· Building access during normal duty hours and after hours upon prior notice by the Implementation Team

· Phone connections and voicemail for all personnel working on-site
· Modem connection at the workstation if a workstation is provided by the client agency

· Workspace for Implementation Team personnel to include on-site support personnel

· Connection to local area network (LAN)/wide area network (WAN)
· On-site reproduction capability

· Security access to required systems.
6.0   Lessons Learned

EDS has developed a series of lessons learned and guiding principles associated with the delivery of quality service to clients within the travel industry and across the spectrum of IT services.  These lessons and principles become an integral part of our approach to delivering client services, and they are validated, updated, or adjusted to reflect new or different lessons learned during each engagement.  In the case of our initial operating capability (IOC) implementation at the Federal Aviation Administration (FAA), there have not been any significant surprises, rather a confirmation of what we have seen during other programs.

Listed below are examples of lessons learned/confirmed during implementation and support of FedTraveler.com including IOC at FAA.

· eTravel is a team effort.  Successful implementation and use of FedTraveler.com depends upon a combined effort between GSA, FAA, and EDS.
· Active executive sponsorship is essential.  Without  key management and stakeholder involvement implementations are delayed and adoption rates languish.
· Adaptable organization.  The organization implementing FedTraveler.com must be willing to accept change in order to realize the intended benefits from eTS.
· Empowered project team.  The agency PM or POC for implementation must be empowered during the data loading, training, site survey, and other activities. Otherwise delays are created that can increase costs to the client and slow the adoption of eTS.
· A defined business direction.  The implementing agency must have a vision and commitment to change, conduct some internal process reengineering, and conduct an effective change management program.
· Training is essential to user adoption.  Time invested in user training pays dividends in productivity gains and increased adoption rates.
· On-site customer support accelerates the transition to eTS.  Support during implementation is essential and many clients find that optional extended on-site support is a wise investment.
· Avoid the temptation to “dumb down” eTS.  FedTraveler.com features are designed to accommodate a wide range of Government travel activities including built-in checks and balances for managers.  Turning off features is normally a poor substitute for adequate workforce training and process reengineering to maximize the benefits of eTS.
· Decision cycles should be minimized.  Management decisions on business rules and organizational processes should be kept to a matter of hours rather than days to avoid unnecessary delays during implementation.
· Communication is critical.  There is no substitute for effective communication between the vendor and the implementing organization.  Likewise, internal organizational communication as part of the change management plan is essential to success.
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