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1.0 Issue Reporting Form

The Issue Reporting Form (IRF) may be used to report issues associated with FedTraveler.com to the FedTraveler.com Call Center.  The IRF is completed by the Traveler or requestor on behalf of the Traveler.  When submitting this form, all applicable sections must be completed so the issue can be thoroughly researched and addressed. 

2.0 Instructions

The sections below provide instructions for completing this form.

2.1 Section I – Requestor Information

This section is completed by the person reporting the issue.  This information is used to contact the requestor in the event there is a question regarding the information provided on the form or the submitted issue.

1. Request Date - Enter the date of the request in the format MM\DD\YYYY.
2. Name – Enter the full name of the person completing the IRF. The format is First Name, Middle Initial, and Last Name.
3. Phone – Enter the phone number where the requestor can be reached during the day.  Example:  202-555-1212, ext. 123.
4. E-mail – Enter the e-mail address that should be used to contact the Requestor.  
5. Member ID – Enter the requestor’s Member ID from FedTraveler.com, if applicable. This is the ID the Requestor enters to access FedTraveler.com.  Example:  jdoe5555.
6. Agency – Enter the full name or accepted acronym of the Requestor’s Government Agency.   
7. Organization – Enter the full organization name where the Requestor works.  Where possible, please do not use acronyms.  Also, please include all identifying information that will be required to identify the organization in FedTraveler.com.  Example:  FS REGION 06 SISKIYOU NATL. FOREST.  
2.2 Section II –Traveler Information

This section should be filled in with information about the Traveler and only needs to be completed if the Traveler is not the Requestor listed above. 

1. Traveler Name – Enter the full name of the Traveler.  The format is First Name, Middle Initial, and Last Name.
2. Phone – Enter the phone number where the Traveler can be reached during the day.  Example:  202-555-1212, ext. 123.
3. E-mail – Enter the Traveler’s e-mail address. 
4. Member ID – Enter the Traveler’s member ID from the FedTraveler.com application.  This is the ID the Traveler enters to access FedTraveler.com.  Example:  jdoe5555.
5. Agency – Enter the full name of the Traveler’s Government Agency. 
6. Organization – Enter the full Agency organization name where the Traveler works.  Where possible, please do not use acronyms.
2.3 Section III – Request Information

2.3.1 Part A: Travel Document Information

Please complete this entire section. 

A.1 Document Number (Not used by USDA) – This number is provided by FedTraveler.com and is a twenty-nine alphanumeric number that appears above the Traveler’s name in the printed itinerary, the top left in the online itinerary, or on the Doc. Control page of the selected document. 
A.2 Request ID Number (USDA only) – This number is provided by FedTraveler.com and is an eleven digit number typically beginning with the Fiscal Year.  An example is 06-xxxxxxxxx.  This number appears in the Name Field Remarks location on the itinerary.  
A.3 Record Locator – This is also called the Passenger Name Record (PNR) and is provided to the traveler when a reservation is booked.  This number consists of six characters that appear on the right-hand side of the Traveler’s printed itinerary or the top left of the online itinerary. 
A.4 Travel Date – The beginning date of travel.  Format MM\DD\YYYY.
A.5 Ticket Date – If a transportation ticket has been issued, enter the date the ticket was issued.  Format MM\DD\YYYY.
A.6 Ticket Number – If a transportation ticket has been issued, enter the ticket number.  
A.7 Form of Payment – The form of payment used to purchase transportation and/or the transaction fee.  Check all that apply.
A.8 Travel Management Center – The TMC that supports the Traveler’s organization.  Check all that apply.
2.3.2 Part B: Billing Issues

If the issue is a billing issue, check the box next to “Billing Issue” and complete this entire section.  If the issue is not a billing issue, skip this section.

B.1 Billing Request Type – (Select one of the following). 
· Ticket Refund Request

· Billing Method Dispute

· Transaction Fee Dispute

· Transaction Invoice Notification

· Other – The reason for this request is not listed above. If this box is checked you must provide a reason.

B.2 Billing Request Reason – Select one of the following options.  
· Unused Ticket

· Reservation Cancellation

· Duplicate Fee

· Incorrect Fee

· Transaction Fee Notice Not Received

· Need Copy of Transaction Fee Notice

· No Response From Message To Agent

· Other – The reason for this request is not listed above.  If this box is checked you must provide a reason in the text box.  

B.3 Amount – The amount of refund being requested or the amount that is being disputed.
B.4 Billing Issue Details – Detailed explanation of why a refund is being requested or why the billing is being questioned.
2.3.3 Part C: System Issue

If the issue is related to the functionality of FedTraveler.com, check the box next to “System Issue” and complete this entire section.  If the issue is not a system issue, skip this section.

C.1 System Request Type – (Select one of the following options):
· Complaint

· Systems Administration

· Travel Plan Error or Problem

· On-Line Booking Error or Problem

· Expense Report Error or Problem

· Other – The reason for the request is not listed above. If this box is checked you must provide a reason in the text box.

C.2 Systems Request Reason – (Select one of the following options):
· Duplicate Reservation

· Itinerary / Ticket Issue

· Refresh PIN Not Received

· E-mail Notification Not Received

· Need Copy of Invoice

· User Profile Assistance

· Other – The reason for the request is not listed above. If this box is checked you must provide a reason in the text box.

C.3 System Issue Details – Fill in as much detail as possible. If you received an error, include the extract wording of the error, where you were in the system, and what steps you took just before the error occurred.  Note: Providing screen prints of the error will help expedite your request.
3.0 Submission Process

In order for the issue to be resolved, the IRF and all supporting documentation must be complete.  If the form is incomplete, the IRF will be returned to Requestor or Traveler for additional information.  The completed IRF should be submitted to IRT@EDS.com.  

Once the completed form is received, the issue is assigned an Incident Number for tracking purposes. This number is provided to the Requestor or Traveler via e-mail immediately after assignment.  Future correspondence and questions regarding the status of an issue must reference the Incident Number in the subject line of the e-mail.  If this number is not provided, the request will be treated as a “new” request and this may result in a delay in addressing your issue.

The issue will be researched to determine the necessary actions required.  Issue resolution may include:

· Providing instruction to the Traveler about system processes or operations

· Charging transaction fees that were not originally charged 

· Providing justification for the transaction charges 

· Refunding transaction charges that were billed in error

· Correcting system errors or issues.
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	The information contained in this document is proprietary to EDS and may not be transmitted or disclosed to anyone outside the Government without EDS’ written permission. This information may also be transmitted or disclosed to third-party Government support contractors assigned to the eTS Program Office provided that appropriate Confidentiality Agreements are in place to protect EDS’ interests.
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