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Tab A: Transmittal Letter 

 
July 31, 2018 
 
Delaware Office of The State Treasurer 
Ms. Nohora Gonzalez, Deputy State Treasurer 
Mr. Joshua Berkhow, Director of Debt and Cash Management  
820 Silver Lake Boulevard, Suite 100 
Dover, DE   19904 
 
Dear Deputy Treasurer Gonzales and Mr. Berkow,  
 
On behalf of U.S. Bank, we are pleased to respond to the State of Delaware Office of the State Treasurer’s 
Office (OST) Request for Proposal for Professional Services (Banking), TRE18101-BANKINGSVC.  U.S. 
Bank will be providing a response to the following three banking services components (1) General Banking, 
(3) Purchasing/Virtual Card & E-Payables and (4) Stored Value Cards.  
 
U.S. Bank is committed to earning your business and your trust. Serving our clients is our primary driver, day-
to-day. The relationship team we have put in place to service OST is tenured, knowledgeable and responsive. 
Together they will collaborate with you one-on-one to uncover any additional challenges and bring proactive 
ideas and best practices strategies to your attention. Service quality differentiates financial institutions, and our 
commitment to customer service will be reflected across the scope of your banking relationship. We believe 
in doing the right thing every day, and we choose in every interaction to do what’s best for you. Our strong 
ethical business. practices earned us the honor of being named a 2018 World’s Most Ethical Company® by 
the Ethisphere Institute for the fourth consecutive year. To continually improve our processes, our distinctive 
leadership encourages employees at every level of our organization to contribute new ways to design our 
products, structure our business lines and do our jobs, often based on feedback from our customers like you.  
  
As the nation’s fifth largest commercial bank, we are not only a leader in innovative banking technology, but 
also a financially top-performing commercial bank. We are uniquely positioned to offer the services and 
expertise needed to strategically and effectively lead the State and your Agencies through its collections and 
payments processing optimization utilizing standard banking services with just the right amount of 
customization as necessary to meet all of your needs and the individual unique needs of each state agency. 
 

At U.S. Bank, we work with our customers in an on-going creative, consultative manner. The State can 
realize and implement a consolidated, automated, efficient and reliable electronic collections and 
disbursement processing platform, enhanced with superior fraud prevention, data security and client 
driven reporting platform by enlisting U.S. Bank. Through consultation with our Working Capital 
Engagement team, our business objective is to provide a dynamic collections and disbursement strategy 

for the State that not only accommodates your existing systems architecture and financial systems 
requirements of HCM and FSF, but easily accommodates changes as you progress toward account 
structure optimization and utilizing your PeopelSoft ERP system to its full automated data 

processing/reporting extent. Together we will partner to share information to help the State and its 
agencies identify additional opportunities for processing efficiencies now and into the future as agencies 
are ready for change. 
 
Although no customization is required to implement the initially proposed solutions, once the State 
moves toward your new automated services and/or processing platform and account structure, should 
customization become necessary for file import or the like, we will work together to accommodate as 
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needed. (Based on our experiences with other clients utilizing PeopleSoft, we do not believe 
customization would be required in the future either.) However, should any enhancements or 
modifications be potentially identified, the project will be scoped by our respective development teams to 
determine the number of hours and resources necessary to complete any potential development, coding 
and testing. Resources will then be identified and prioritized. A project manager will be assigned and will 
to begin to schedule the appropriate meeting with State personnel. Our development team consists of 
100 FTEs including managers and 13 dedicated agile teams. 

 
With awards and top rankings for innovations in products, payments, mobile and online banking, we have 
been recognized as one of the most innovative banks in the nation. Our proposal combines the security of 
one of the nation’s strongest performing banks with state-of-the-art technology, future-focused innovations 
and a personalized relationship team committed to ethical business practices.  
 
The State needs a highly experienced provider of automated ACH based collections and disbursement 
services, remote depository collections services, wire, inter and intra account transfers, E-payment services, 
and a full suite of multibank integrated and self-administered information reporting, fraud prevention and 
account reconcilement services. Your services and solution provider must be willing to be consultative, 
hands-on, thoughtful and creative, and provide customer service excellence. The State’s ideal partner should 
possess necessary breadth and depth in product capability and industry leading expertise, supported by a 
proven implementation and processing track record. U.S. Bank is this partner for the State, drawing on our 
best practices and expertise learned from our team of dedicated government bankers serving political 
subdivisions of all sizes. We have numerous matured government customer partnerships with states 
extending more than 100 years. Other experience includes serving numerous federal government agencies 
such as the IRS, USPS, Homeland Security and more. We currently manage relationships with over 5,000 
governmental entities. This includes having some level of business services with all 50 states, and broad full 
relationship services provided to over 22 state governments, some of which include Alaska, Idaho, California, 
Utah, Colorado, Oregon, Iowa, Kansas, Nebraska, Minnesota, Missouri, Maine, Washington and Wisconsin 
to name a few. These partnerships provide our basis for understanding Treasury’s legal, operational and 
functional complexities and challenges. This depth of experience will allow our team to continue to work 
closely with the State of Delaware as an ongoing resource, crafting sound processing solutions and 
opportunities for leading edge technology deployment within industry best practice and financial services 
diversification as you consider optimizing your banking relationships with multiple financial services partners 
in this dynamic and challenging environment.  
 
We appreciate the opportunity to comment on the final banking architectural report that was created as a 
result of the banking study. We have reviewed and agree with the final report that the four areas identified are 
key areas that need to be addressed: 

 
1. Simplify the internal and external strategic and operating banking architecture. Assess 

existing and new architectures, superior alternatives to the proposed new architecture.  
 
Based on the information provided in the RFP the existing banking structure seems to lend to 
duplication of services and features across different areas making consolidated financial reporting and 
analysis more difficult. Simplifying your overall banking structure will create efficiencies, increase controls 
and enable more effective day-to-day cash management and investment with a true consolidated 
reporting picture. This can be accomplished through the use of online multi-banking reporting when 
several banking partners are required. (For example, consolidated reporting of the local cash depository 
accounts and the concentration accounts through the concentration bank.). 
 
Account structure could potentially be optimized through the use of Focal Point Plus for alternative sub 
account processing of more than 225 accounts that allows for zero balance sub account level 
transactional processing with guaranteed agency location/ID information on every transaction, and 
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centralized or decentralized returns and adjustment processing with location ID on each transaction.  The 
10-digit aux-on-us field is populated with a number chosen by the State for your own reconciliation and 
naming convention purposes that will appear on every transaction. Reconciliation is also simplified for 
your many locations by concentrating funds and information reporting into a single master account. Zero 
balance shadow depository accounts with unique location codes ensure all transactions are automatically 
identified in the consolidated master account reporting. Separate or consolidated bank statements are also 
available. This lowers your cost of accounts, processing and reconciliation while saving your staff 
significant time. This structure when paid with controlled disbursement accounts utilizing same-day 
positive pay not only makes clearing issued items faster and more accurate, it provides full online imaged 
based transaction data for immediate data retention and backup on the State’s systems. Furthermore, 
your staff will have one extra day to review and process exception items should difficult research cause 
your delay. 

 
While selecting your banking partners based best in class capabilities and product superiority makes most 
sense, this needs to also be paired with the mechanics of daily collections and disbursement processes.  
This will enable the State to know all of its incoming collections and disbursements from all state and 
agency accounts in a consolidated environment no later than mid-day, thus allowing for either manual 
investment maximizing returns or concentrated overnight sweeping for maximum efficiencies. It is our 
recommended best practice to have the concentration bank provide as much of the automated 
collections services as possible, including cash concentration, ACH, wire, Image Cash Letter, Remote 
Deposit, Remote Cash Deposit, Vault processing, and E-Lockbox ACHs.  This will allow for additional 
usage expansion of remote deposit services and allows for more agency account processing flexibility. 
 
We would enjoy the opportunity to further explore these and many more valuable enhancement ideas 
with you to ensure they will meet the needs of the State and Agencies through our working capital 
optimization engagement meeting which would take 1-2 days collaborative consultative time with you 
and your staff. 

 
2. Review all policies and procedures related to banking governance 

 
Creation of the GEAR Board in combination with the CM Policy Board is a creative and important 
oversite accountability, policy and review structure that we believe will help add necessary foundation to 
the State’s financial services operational structure. While creation of policies and procedures for the State 
rests with these entities, U.S. Bank would welcome the opportunity to review our structure and services 
offering with board members to ensure we meet all of your needs. 

 
3. Given all the regulatory changes as well as an increase in fraudulent activity and cyber 

threats, a review of all your policies and procedures is an excellent recommendation.  
 
U.S. Bank is positioned to assist in this effort by engaging our extensive risk management experts, 
product management team leads, technology and innovations officers. Beyond our full suite of leading 
edge fraud prevention and detection services we both sell and utilize in our own back office processing, 
we frequently hold fraud, data security and technology seminars, webinars and open forums to support 
sharing of critical industry knowledge, best practices and alerts. Additionally, we offer educational articles 
on fraud and data security through our quarterly newsletter, The Shield.  

 
When you ask not to have ACH debit and/or credit transaction post to your accounts, we take it upon 
ourselves to ensure we have provided the State with all of the appropriate services to support this 
request. We do not simply set up on an ACH block service given that was your request. Instead we 
thoroughly discuss the operational mechanics of the account(s), funds flow, understand the state goal, 
and then present to the State all appropriate services to ensure no debits/credit post as instructed. This 
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allows us to the be your subject matter expert responsible for knowing which products and services 
should be deployed to me your needs.  

 
 

4. Access current and future technological capabilities needed. 
   

The world of banking is continually evolving as a result of emerging technology. Technology should not 
simply be adopted because it is the newest/latest and greatest service in the market, but requires 
thorough cost benefit analysis and usage feasibility assessment. Our recommendation to the State would 
be to consider utilizing our Working Capital Engagement process to identify inefficiencies in both the 
payables and receivables process and to bring new technology and processes to provide a streamlined 
approach to both. This methodology takes a holistic approach to current payables and receivables 
processing, identifying numerous potential cost saving and revenue generating methods of disbursements 
and receivables.  An on-site session will allow us to understand more about the State’s process flow, from 
procurement to payment. We will listen and advise based upon your unique business model for 
maximum efficiency, flexibility and control. We will recommend solutions based on optimizing the entire, 
tiered payables and receivables process. 
 
Ultimately this consultative engagement methodology will result in recommendations to modify the 
payment mix moving away from cost heavy paper-based methods while utilizing efficient electronic 
receivable processing methods. IT can be one of the most enlightening and rewarding processes your 
team an undertake. We stand ready to consult with the State on the numerous technology options, best 
practices utilization analysis and strategic fit within your overall collections and disbursements cash 
management strategy. In addition to items already mentioned above, ideas for review highlighted within 
our proposal include: 

 
Remote Cash Deposit 
Smart Safes allow the State to deposit cash electronically by using an on-site vendor-supplied safe, 
which transmits us a daily posting file for credit into your depository account. U.S. currency is stored 
in locked cassettes for secure retrieval by your armored courier at a later date. Depository transaction 
detail may be obtained online through SinglePoint using prior day information reports. 

 
Universal Payment Identification Code (UPIC)  
Utilizing our bank neutral UPICs solution for enhanced fraud prevention allows the State to utilize a 
masked depository account number allowing you to safely and freely disclose your account number 
for incoming ACH payments received. Should there be a need to change bans in the future, the State 
would not need to notify payers of new account instructions as the service is transportable to 
hundreds of participating institutions with in the MasterCard RPPS system. 
 
Mobile SinglePoint & other Mobile Technology 
Operational flexibility is enhanced through U.S. Bank’s SinglePoint Mobile service. The application 
not only provides for ideal disaster recovery enhancement, but enables the State’s processing staff to 
have the flexibility to perform required transaction initiation and approvals remotely. The application 
offers leading edge safety and security in line with the Bank’s other retail mobile applications. 
 
International Account Transfer (IAT) 
International Account Transfer (IAT) to support automation of international check to individuals 
living outside the United State. The State could originate electronic payments to Canadian, Mexican 
and European recipients.  Payments may be made to consumer or corporate accounts, payments may 
be recurring or sporadic, and may be designated in the following currencies: USD, CAD, MXN, 
EUR, & GBP. Alternatively, converting these payments to a reloadable Stored Value card is another 
way to offer faster, more secure and efficient payment alternatives to your constituents. 
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E-Payment Kiosks 

U.S. Bank E-Payment Service Kiosks are stand-alone machine that allows the State and your agencies 
to collect payments due from your customers at a point of sale location. The kiosk will collect cash, 
credit and signature debit cards and ACH debit payments that are processed through E-Payment 
Service and then consolidated with other payment channels for settlement and remittance. Options 
include indoor standalone kiosks or outdoor kiosk for hardened, high-capacity machines designed for 
outdoor use, delivering reliability while exposed to the elements within drive through window or 
walk-up locations. 
 
Zelle Alias-based Payments 
ACH payments can be made to an email or phone number. This network/solution reaches over 50 
percent of all domestic, mobile banking customers and over 60 participating financial institutions. In 
2017, over $75 billion were moved using Zelle. We are both an equity owner of Early Warning 
Systems, the company managing the Zelle network, and a member bank in the network. 

Same Day ACH 
U.S. Bank offers same day ACH origination services on an opt-in basis. By opting in to Same Day 
ACH Origination, the County can originate both credit and debit transactions to post to a receiver’s 
account at another financial institution the same day. The final cutoff time for direct file transmission 
of same day ACH files is 10 a.m. PT for clients sending a NACHA formatted file. The cutoff is 9:15 
a.m. PT for clients originating same day ACH transactions using SinglePoint ACH origination. The 
deadline for file submission is 8:15 a.m. PT for clients sending non-NACHA files for data translation 
or using U.S. Bank Consolidated Payables Service. 
 
Vantagepoint 
Vantagepoint is a centralized receivables management solution that redefines how the State could 
manage and interact with their payments, data and images, and streamlines payment posting. This 
solution would allow the State to capture and identify ACH transactions, by ACH Company ID, 
identifying the sender. Payer file names can be created by the State and uploaded to VantagePoint to 
provide matching as well. 

U.S. Bank Supplier Enrollment Overview  
U.S. Bank provides a complete program focused on expanding supplier acceptance of electronic 
payments, including Virtual Card and ACH. Our dedicated Supplier Enrollment team will partner 
with the State to contact your suppliers using multiple contact methods and encourage them to join 
your electronic payment initiative. Supplier Enrollment services offer a streamlined process to solicit 
suppliers to receive electronic payments. 

 
Supplier Prefer Pay offers the option for checks to be printed and mailed to recipients who 
have not enrolled in electronic payments, or who have declined enrollment in electronic 
payments 

 
Virtual Pay, which we have provided to customers since 2007, is a commercial card payment 
solution that combines the control and automation of client purchasing and payables systems 
with the simplified payment and rebate opportunity of virtual cards. Virtual Pay extends the 
value of purchasing card programs by further automating your Accounts Payable payment 
processes, replacing traditional paper check payments with cardless U.S. Bank virtual accounts. 

 
Consolidated Payables gives you the tools you need to reduce payables paperwork 
frustrations, inaccuracies and inefficiencies. Studies have shown that electronic and 
comprehensive payables programs significantly boost productivity. They also help your 
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Accounts Payable Manager schedule disbursements more precisely and provide your Treasury 
Management staff with a better picture of your cash position. 

 
Payment Analytics is a web-based solution that enhances auditing practices by looking 
beyond the traditional card controls to provide 100 percent commercial card transaction 
monitoring. Using customizable rule templates, you can automatically review all card 
transactions and flag suspected card misuse and out-of-policy spending. By automatically 
running policy rules on all transactions, Payment Analytics makes cardholder transaction 
monitoring dramatically more targeted, efficient and effective. Program Administrators can 
receive email notifications of possible non-compliance and spend violations so they can 
safeguard against commercial card misuse and improve purchasing practices. 

 
Program Optimization has been a key part of our client engagement strategy for more than 10 
years and drives significant growth for our clients. In 2017, U.S. Bank clients who executed on 
our recommendations, recognized program expansion three times greater than that of non-
participating clients. There is no fee for the program and development of best practice 
recommendations, targeted opportunities, business cases and action plans require minimal 
commitment of your time or resources. 

 
Instant issue prepaid cards 
To optimize payroll distribution and increase processing timing flexibility, the State utilize instant 
issue re-loadable prepaid cards for payroll and other recurring or one-off payments. Card can be kept 
at your administration offices for immediate issuance and funding. Our instant issue cards have the 
exact functionality as a personalized card. Since transactions are not limited in any way, cardholders 
often use the instant issue card permanently. Although cardholders can request a personalized card at 
any time by calling customer service and there is no charge to the cardholder for upgrading to a 
personalized card. 

 
U.S. Bank is excited and willing to provide a free consultative approach utilizing our Working Capital 
Engagement team to further explore these alternatives. Our business objective is to provide a 
dynamic payment and receivables strategy for the State. We will identify opportunities to migrate 
from costlier check payments to more efficient electronic means to reduce cost while proving the 
State with updated technology enhancements to streamline account payables processing and seek 
secure electronic receivables processing opportunities when available.  

 
We are uniquely positioned to offer the services and expertise needed to strategically and effectively 
lead through your process optimization focusing on payments and receivables processing utilizing 
banking services with just the right amount of customization to meet all of your unique needs. This 
engagement methodology will result in recommendations to modify your payment mix, moving 
away from cost heavy paper-based methods to a more efficient electronic means by replacing checks 
with purchasing card transactions and ACH transactions as desired. 

 
5. Identify accountability gaps in both the delivery and utilization of banking services.  

 
As outlined above by the State being willing to engage your resources with us, together we can identify 
any potential gaps in delivery and/or utilization of services. US. Bank’s experience with other State 
governments who also have gone through expansive technology and procedural change processes ideally 
positions us well to be a trusted advisor for Delaware as you move forward.   
 

6. Recommendations for the optimal means to transition the new banking architecture as 
presented or revised. 
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U.S. Bank agrees that the optimal implementation process and transition should occur after the initial 
working capital analysis to prevent implementing a structure exactly as it is today. This implementation 
should be rolled out on a timeline that meets the State and your agencies’ needs, capability and time 
capacity. Implementing by agency allows for more specific needs application and attention. Furthermore, 
for future service needs not only would an organized rollout allow for a total account schematic and 
process flow to be documented, it would also allow for transference of best practices to other agencies. 
Future product or service needs would then be more “menu” driven to gain consistency across the State. 
Board and policy control and oversight would also be enhanced by sequencing the product deployments.  
 
Our Directive Project Management Office provides highly controlled client project management 
leadership and oversight. Our seasoned professionals manage and facilitate critical, complex initiatives 
and are focused on the governance of client deliverables 

 
U.S. Bank’s disciplined approach to project management methodologies focuses on: 

▪ Overall project ownership 

▪ Project planning and task management  

▪ Project management professionals  

▪ Leading facilitation skills  
 

Our project management methodology focuses on detailed project planning and proven project 
management tools. Project planning utilizes:  

▪ Microsoft Project, tailored in Waterfall or Agile  

▪ Time management — effort-based planning in Clarity 

▪ Highly structured Integrated Delivery Methodology 
 

U.S. Bank’s proven project management tools include: 

▪ Issues management and mitigation 

▪ Proactive risk management 

▪ Project change request and control 

▪ Coordination of communication across the effort 
 
The process for establishing products and services with us will include the following:  
▪ Scheduling a discovery meeting to insure we have an in-depth understanding of your workflows and 

related cash flows to appropriately finalize the solution set. 
▪ Gathering pertinent information necessary to complete documentation to establish accounts and 

implement services. Documentation will be pre-filled by U.S. Bank where possible. 
▪ Assembling the implementation team who will work with Treasury employees throughout the 

process. 
▪ Developing an implementation strategy designed to achieve the production “go-live” date you 

specify. 
▪ Coordinating a kick-off meeting in which key stakeholders from U.S. Bank and Treasury are 

introduced, documentation can be presented for execution, and the preliminary timeline and tasks 
will be discussed and agreed upon. 

▪ Facilitating weekly touch point meetings with key stakeholders throughout the process to ensure 
that benchmarks are on track and any issues are quickly resolved. 

▪ Testing of file transfers with Treasury and Treasury customers. 
 

Factors that may affect lead-time for implementation: 
▪ Timely completion of the process steps by U.S. Bank, Treasury and Treasury customers 
▪ Resolution of business and technical issues 
▪ Completion and return of bank documents 
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▪ Creation of test files and connectivity testing  
▪ Enhanced training or testing requirements of Treasury and/or Treasury customers 

 
In summary, U.S. Bank is focused on bringing the best value to you. We trust the information shared in our 
proposal will not only convey our current capabilities, but also express our intentions to bring our legacy as a 
value-added partner to the State of Delaware now and into the future. We fully understand, appreciate and 
agree with State’s desire for a multi-bank financial services relationship for diversification by service/product 
offering. We stand prepared to show the State our recommendations for the best services division with 
financial services partners creating the least impact to the overall operating model, maximum efficiencies and 
substantial cost savings. We look forward to discussing this proposal with you and welcome any questions 
that may help clarify the presentation that follows.  

  
Sincerely, 
 

Bobbi Michalowski   Dave Sullender 
 
Ms. Bobbi Michalowski    Dave Sullender    
Vice President | Relationship Manager             Vice President |Treasury Mgmt. Sales 
U.S. Bank Government Banking   U.S Bank Courthouse   
Williamsburg, VA  23185    10 N Ludlow St, Dayton, OH 45402  
Office: 757-345-3877    Office 937-640-7610  
Roberta.Michalowski@us bank.com  David.Sullender@usbank.com 
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Confidentiality Disclaimer 
The information provided in this proposal is privileged and confidential and is only to be used by the State of 
Delaware, Office of the State Treasurer (the State) for the sole purpose of choosing a service provider. This 
information is the sole and absolute property of U.S. Bank and nothing is intended to, in any way, transfer 
ownership rights to the State. This information should not be shared outside of the State.  U.S. Bank does not 
agree to contract terms as a part of this response to the State’s Banking Services Proposal Contract Number 
TRE18101-BANKINGSVC. Separate contract documentation will be negotiated as provided by the State. 
Regulation W disclaimer: U.S. Bank N.A. is not responsible for the obligations of its affiliates. 
 
This proposal may contain certain nonpublic information about U.S. Bancorp and its subsidiaries and affiliates 
that we deem proprietary and confidential. By accepting these materials, you agree to use this information only 
to evaluate the proposal and to hold this material in confidence, sharing it only with your employees and 
advisors on a need-to-know basis. Should this information be subject to the Freedom of Information Laws 
governing disclosure of public information, U.S. Bank requests to be contacted before information is made 
public in order to request redaction of specific “Confidential” information including our business 
contracts/agreements, proprietary information regarding product functionality, custom process flows, pricing, 
operational procedures, processing site locations, service manuals, data security, disaster recovery details, 
SOC,SSAE16 reports, and implementation and disclosure documents. 
 
By your acceptance of these materials, you also acknowledge that U.S. Bancorp and U.S. Bank are not 
committing to extend credit or render services to the State or any other person or entity. 
 
For purposes of this proposal, we may have relied upon financial information provided to U.S. Bank by your 
authorized representatives or officers. The State agrees that U.S. Bank is not responsible for the 
completeness or accuracy of such information. This proposal has been prepared for discussion purposes only 
and may not be relied upon by any third party. 
 
The prices quoted in this proposal are firm and irrevocable for not less than 180 days until contract award and 
documentation. Thereafter, treasury management prices quoted will be held fixed for the 3-year term of the 
contract and all optional extension periods. This agreement can be terminated by either party with 90 days 
written notice.  
 

Regulatory Disclaimer 
Our proposal is contingent on our Bank’s completion of our required AML/KYC processes and enhanced due 
diligence review and approval. We look forward to working with you to obtain the appropriate information to 
complete that process. 
 
Although marijuana has been legalized in many states, marijuana remains illegal under Federal law. U.S. Bank 
complies with Federal law. U.S. Bank is committed to serving its valued clients while complying with the 
highest standards of legal and regulatory compliance. U.S. Bank will provide treasury services to States, and 
Tribal entities but only to the extent that the transactions processed by U.S. Bank represent State or Tribal 
funds and not funds of marijuana businesses. For example, U.S. Bank will not provide electronic payment 
mechanisms for accepting funds sent directly from a marijuana business. Deviations from the above will inhibit 
the ability of U.S. Bank to provide treasury services. 
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Tab B: Questionnaire(s)  

Provide a detailed set of responses to the questions posed in Attachment 1 (A-E). All Vendors 

must respond to Attachment 1. Attachments 1A – 1E only need responded to if Vendor is 

proposing for that service. Responses should be both complete and concise. 

Attachment 1: Vendor Questionnaire  

A. Vendor Background & General Information 

1. History/Values. Describe in detail the history of your firm, including your founding values 

and core principles. 

 
U.S. Bancorp is headquartered in Minneapolis, Minnesota. We are a diversified financial services 
holding company with $460 billion in assets (as of March 31, 2018) and the parent company of 
U.S. Bank National Association, the nation’s fifth-largest commercial bank.  
  
Our 74,000 U.S. Bank employees come together to serve 18.7 million consumer, business and 
institutional customers through our four core lines of business: Payment Services, Consumer and 
Business Banking, Corporate & Commercial Banking, and Wealth Management and Investment 
Services. Through these lines of business, we offer a comprehensive suite of banking, investment, 
mortgage, trust and payments products. 
  
We are a leader in the banking industry. Our outstanding track 
record of financial performance coupled with our sound ethical 
business practices have earned us the honor of being named a 
2018 World’s Most Ethical Company® by the Ethisphere Institute, 
a leading international think tank dedicated to the advancement of 
best practices in business. This is our third consecutive year on 
this list. We were also named Fortune’s 2018 “most admired 
superregional bank” for the eighth consecutive year, and ranked in the top 10 among 680 companies 
across all industries in six of Fortune’s nine key attributes of reputation:  

▪ #1 in both Management Quality and Use of Corporate Assets 

▪ #2 in Value as a Long-Term Investment 

▪ #5 in People Management 

▪ #6 in both Financial Soundness and Social Responsibility 
  
U.S. Bank continues to outpace peers across all key performance metrics — such as return on assets, 
return on equity and efficiency ratio — year over year, and in 2017 we also achieved record diluted 
earnings per share. In addition, we maintain exceptional capital ratios and remain among the world’s 
best in debt ratings across the industry. 
  
Our size, strength and scale keep us well positioned for future growth. We are committed to invest in 
delivering innovative and remarkable solutions for our customers, shareholders, employees and 
communities as their most trusted financial partner. 

Our History 

Our history dates back to 1863 when First National Bank of Cincinnati opened for business. As 
regional banks proliferated across the country in the years that followed, a number of other 
predecessors were born. After a series of mergers at the turn of the 21st century, we formally took on 
the U.S. Bank name and established our headquarters in Minnesota. 
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Our Purpose and Core Values  
Both our purpose and core values are deeply rooted in the history of U.S. Bank, and would ring as 
true with our founders as they do today. By reflecting the ideals and principles expressed in our 
purpose and core values every day, in everything we do, we will ensure that U.S. Bank remains one of 
the most successful and respected financial institutions in the world — for the next 150 years. 

Our Purpose 
Our purpose is, “We invest our hearts and minds to power human potential.” 

Our Core Values 
Our Core Values establish a standard of measure for acting in the best interest of our customers, 
colleagues, communities, and shareholders. They tell us what’s important and how we’ll succeed—
now and in the future. They apply equally to everyone in the organization. 

▪ We do the right thing—We act ethically, honestly and with integrity. We earn the trust of our 
customers by helping them make smart choices, recommending only the products and services 
we’d choose for our own families. We treat each other with respect and fairness. We work to 
make positive change in our communities, because when they succeed, we succeed. 

▪ We power potential—Potential is all around us, every day. We champion and encourage that 
potential in our customers, each other and our communities. We take pride in what we do, 
because our work makes a real difference. In every conversation, interaction and decision, we 
help people make the most of what they have today and build toward a more secure and 
prosperous tomorrow. 

▪ We stay a step ahead—We seek out smart strategies over untested fads, focusing on long-term 
objectives, not short-term gains. We value continuous improvement over fast growth, because 
bigger isn’t better: Better is better. We anticipate the needs of our customers and find better ways 
to serve them. We set ambitious goals and assert thoughtful leadership — always with one foot 
in the future. 

▪ We draw strength from diversity—We come from many places, cultures and backgrounds, 
with a wealth of different skills and experiences. We encourage contributions from all 
perspectives and we work together across departments, business lines and seniority levels to get 
things done. We learn from our colleagues and share what we know. Diversity, inclusion and 
collaboration aren’t just policies — they’re defining characteristics of our culture and our 
company. 

▪ We put people first—The most important facets of our business are the people who use our 
products and services, and the people who stand behind them. We manage risk to protect the 
interests of our employees, customers, colleagues, communities and shareholders. We invest in 
enhancing the skills and knowledge of our employees to create great experiences for our 
customers. Our success has always been and will always be based on putting people first. 

Our Strategic Framework 
Our core businesses — Corporate & Commercial Banking, Consumer and Business Banking, Wealth 
Management and Investment Services and Payment Services — are all well positioned for growth. 
We focus our strategic framework on four foundational pillars that will guide our activities and 
investments in our vision for the future: 
1. Being the Most Trusted Choice  
2. Driving One U.S. Bank  
3. Striving for Simplicity  
4. Creating the Future Now 

 
Despite the warp speed of evolving digital innovations, at the end of the day, banking is still a 
business about people and for people. Together, our four core businesses form one united 
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organization. Our whole is much more than the sum of our parts. Together, we invest our hearts and 
minds to power human potential and give our customers the experience of one U.S. Bank. 

 
2. Ownership. Describe your Firm’s current ownership structure. Include any pending 

agreements or announced plans to merge, sell or significantly change the ownership 

structure of the Firm or any material portion thereof. Describe any material changes in 

ownership during the past five years. 

 

U.S. Bank National Association (U.S. Bank) is a national bank formed under the laws of the United 
States. U.S. Bank is a wholly owned subsidiary of U.S. Bancorp, a Delaware corporation. The shares 
of U.S. Bancorp are publicly traded on the New York Stock Exchange under the ticker symbol USB. 
 
Strategic acquisitions extend our reach in some areas. We are asked regularly about our interest in 
acquisitions – and our answer is always the same. We are interested in deepening our market share 
where we already have a branch network. U.S. Bank expects to be a net branch grower in the coming 
years. Our acquisition focus includes discrete, strategic acquisitions which are smaller, rather than 
transformational, that are priced correctly and enhance our franchise, capabilities and product set 
and, ultimately, make sense. We are focused on our future and confident in our ability to deliver 
outstanding products, service and results for the benefit of our customers, communities and 
employees. 

 
3. Experience. Describe your Firm’s experience providing similar services for government 

entities, specifically states, if possible. 

 

Our Government Banking division enlists teams of industry specialists to serve this segment 
nationwide. Seven relationship management teams focus on managing the needs of state and local 
government entities; together they manage nearly 5,000 relationships with: 

▪ State governments 

▪ City and county governments 

▪ Higher education institutions 

▪ School, water and healthcare districts  

▪ Sanitation and other special purpose authorities  

▪ American Indian tribal authorities 

▪ Housing authorities 
 
We also employ a group of debt finance specialists within our Government Banking division, 
geographically dispersed across the country that meet interim, term financing and liquidity support 
for government entities.  
 
Significant state relationships include Alaska, Arkansas, California, Colorado, Idaho, Iowa, Kansas, 
Kentucky, Maine, Michigan, Minnesota, Montana, Nebraska, Ohio, Oregon, Pennsylvania, South 
Dakota, Tennessee, Texas, Washington and Wisconsin. 
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4. Credit Ratings. Complete the following table with current credit ratings by Standard & 

Poor’s Rating Services and Moody’s Investor Services. If the Firm is not rated by these 

organizations, provide other evidence of the Firm’s financial strength. 

 

 
 
 

Standard & Poor’s Rating Moody’s Investor Services 

Firm / Bank 

Short-Term Unsecured Senior Debt 
A-1+ P-1 

Long-Term Unsecured Senior Debt 
A+ A1 

Bank Holding Company 

Short-Term Unsecured Senior Debt 
A-1 P-1 

Long-Term Unsecured Senior Debt 
AA- A1 

 
U.S. Bank continues to deliver consistent, predictable, repeatable, industry-leading financial results. 
Our disciplined business operations at all levels give us confidence in the commitments and decisions 
we make, allowing us to do what’s right for our shareholders, customers, and communities. We have 
a proven track record of success, including the best debt ratings in the banking industry, and are 
focused on being the most trusted choice, driving one U.S. Bank, striving for simplicity and creating 
the future now in order to honor our commitment to strengthen financial futures together. 
  
U.S. Bank is rated by the credit rating agencies Moody’s, Standard & Poor’s (S&P), Fitch and DBRS. 
Our debt ratings are provided in the following table. 

Debt ratings 

  Moody’s S&P Fitch DBRS 

Ratings Outlook Stable Stable Stable Stable 

U.S. Bancorp 

Long Term Issuer Rating A1 A+ AA- AA 

Short Term Issuer Rating N/A A-1 F1+ R-1 (middle) 

Senior Unsecured Debt A1 A+ AA- AA 

Subordinated Debt A1 A- A+ AA (low) 

Junior Subordinated Debt A2 BBB N/A AA (low) 

Preferred Stock A3 BBB BBB A 

Commercial Paper P-1 N/A F1+ N/A 

U.S. Bank National Association 

Long Term Issuer Rating A1 AA- AA- N/A 

Short Term Issuer Rating P-1 A-1+ F1+ R-1 (high) 

Long Term Deposits Aa1 N/A AA AA (high) 

Short Term Deposits P-1 N/A F1+ N/A 

Senior Unsecured Debt A1 AA- AA- AA (high) 

Subordinate Debt A1 A A+ AA 

Commercial Paper P-1 A-1+ F1+ N/A 

Counterparty Risk Assessment Aa2(cr)/P-1(cr) N/A N/A N/A 

Elavon Financial Services Limited 

Long Term Issuer Rating A1 AA- AA- N/A 

Short Term Issuer Rating P-1 A-1+ F1+ N/A 



 

U.S. Bank State of Delaware TRE18101-BANKINGSVC 16 
 

  Moody’s S&P Fitch DBRS 

Long Term Deposits Aa2 N/A AA- N/A 

Short Term Deposits P-1 N/A F1+ N/A 
Last Change in Ratings: May 9, 2018 

 
5. Coverage Ratio. Discuss the Firm’s current capital structure, adequacy and coverage. 

Provide the following statistics for the last reporting period. 

Total Risk Based Capital Ratio:  12.5% 

Tier 1 Risk Based Capital Ratio:  10.4% 

Tier 1 Leverage Capital Ratio:   8.8% 

 
6. FDIC Call Report. Include an electronic copy of the most recent Federal Deposit 

Insurance Corporation (“FDIC”) call report. 

 

We have included the U.S. Bank First Quarter 2018 Call Report in the Exhibits Section. Call 
reports are also available online at: http://phx.corporate-ir.net/phoenix.zhtml?c=117565&p=irol-
10q-callreports. 

 
7. Community Reinvestment Act. Describe your Firm’s participation in the community 

reinvestment program, including your current national and state Community 

Reinvestment Act (“CRA”) rating. 

 

U.S. Bank National Association is proud to have received an Outstanding rating on our CRA 
performance evaluation from the Office of the Comptroller of the Currency (OCC) for the lending, 
investment and service tests as of March 31, 2012. U.S. Bank’s overall rating was downgraded from 
Outstanding to Satisfactory due to an issue from several years ago that was resolved in 2015. We are 
committed to bringing our overall rating back up to Outstanding. At U.S. Bank, we work hard to get 
better every day in all areas of our business, including our CRA rating. The most recent copy of our 
Community Reinvestment Act Evaluation can be found on our website: 
https://www.usbank.com/community/cra-performance-evaluation.html. 
 
U.S. Bank does not have a retail presence in the State of Delaware and, therefore, does not have 
CRA rating information that is specific to the state. 
 

8. State Presence. How many bank branches does your Firm have in the State of Delaware? 

 
U.S. Bank currently has no retail branches in the State; however, we have a Corporate Trust office 
located in Wilmington, Delaware.  

 
9. Community Based Initiatives. Discuss the Firm’s existing community oriented activities, 

specifically: 

 
At U.S. Bank, we believe all people deserve the opportunity to dream, believe, and achieve. The 
building blocks that made our country great – a stable job, a home to call your own, and a 
community connected through culture, recreation, and play – continue to be at the heart of 
possibility for all of us. Through U.S. Bank Community PossibleSM, we invest our time, resources and 
passion in economic development by supporting efforts to create stable jobs, better homes and 
vibrant communities. Visit the U.S. Bancorp Corporate Social Responsibility Report  or 
https://www.usbank.com/en/CSR-Annual-Report-2017/index.html to learn more about our 
positive impact on the environment, society and the communities we serve. 

 

http://phx.corporate-ir.net/phoenix.zhtml?c=117565&p=irol-10q-callreports
http://phx.corporate-ir.net/phoenix.zhtml?c=117565&p=irol-10q-callreports
https://www.usbank.com/community/cra-performance-evaluation.html
https://www.usbank.com/en/CSR-Annual-Report-2017/index.html
https://www.usbank.com/en/CSR-Annual-Report-2017/index.html
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a. Number of individuals the Firm employs in the State. 
 
U.S. Bank currently employs 16 individuals from our Corporate Trust Office at 300 Delaware 
Avenue, Wilmington and 33 home-based individuals, for a total of 49 employees in the State.  
 

b. The investment the Firm has made in the State. 

CRA Qualified Investments 
During 2015, 2016 and 2017, U.S. Bank and the U.S. Bancorp Community Development 
Corporation provided $32,720 in CRA qualified investments. These consist of Low Income 
Housing Tax Credits. 

Community Development Services 
U.S. Bank employees delivered four CRA qualified financial education seminars during this 
period. 
 

c. Community outreach program(s) for hiring and/or contracting. 
 
We do not have a community outreach program for hiring and/or contracting for the State.  
 

d. Existing plans for expanding community based banking and financial services in the 
State of Delaware. 
 
U.S. Bank does not have a community development manager for the State.  
 

e. Any public outreach or financial education programs. 
 
No. 
 

f. Support for State businesses, foundations, charities, and residents for the last three 
years with an explanation of the Firm’s level of involvement. 
 
U.S. Bank does have this data for the State.  
 

g. Describe how the Firm sees its role in economic development and explain how you 
can collaborate with the OST in fulfilling its mission of fostering economic 
development within the State. 
 
As mentioned above, the State is out of our retail footprint. However, through U.S. Bank 
Community PossibleSM, we invest our time, resources and passion in economic development by 
supporting efforts to create stable jobs, better homes and vibrant communities. Visit the 
U.S. Bancorp Corporate Social Responsibility Report to learn more about how U.S. Bank creates 
positive impact on the environment, society and the communities we serve. 
 

10. Sheltered Harbor. Is the Firm a participant in Sheltered Harbor, the new industry initiative 

to securely store and restore account data? 

 
U.S. Bank is an active participant in Sheltered Harbor. 
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B. Key Proposed Personnel 

1. Provide the name, title, address, phone number, and email address of the primary contact 

person(s) assigned to this account for each component. 

 

Component 
Relationship Manager / 

Product Specialist 
Routine (Day-to-Day) 

Requests 

1: General Banking 
Bobbi Michalowski 
Relationship Manager 
U.S. Bank Government Banking 
Williamsburg, VA 23185 
757.345.3877 
roberta.michalowski@usbank.com 

For routine day-to day 
transactions, Erin Scott will be 
assigned to the State as your 
dedicated Commercial 
Customer Service 
representative. She will work 
together with Bobbi 
Michalowski to support your 
account. She can be easily 
reached by phone or email, 
Monday through Friday 8 a.m. 
to 8 p.m. ET. 
 

2: Lockbox Services 
 Not applicable.   Not applicable.  

3: Purchasing/Virtual Card & ePayables 
Stephen Jacobs 
Relationship Manager 
Corporate Payment Systems 
1095 Avenue of the Americas 
13th floor  
New York, NY 10036 
646.971.4942 
stephen.jacobs@usbank.com  

For routine day-to-day 
transactions, cardholders will 
be supported by our in-house, 
24/7 Customer Service 
Centers. While a specific 
customer service 
representative will not be 
assigned for cardholder 
support, our Customer Service 
Centers are fully dedicated to 
U.S. Bank Corporate Payment 
Systems commercial card 
programs. 

4: Stored Value Card 
Kelli A. Keller  
Relationship Manager 
Retail Payment Solutions 
U.S. Bank Plaza Minneapolis 
200 S 6th St, Minneapolis, MN 
55402 
612.973.2799 
kelli.keller@usbank.com 

Scott Louie manages and 
coordinates operational 
activities for the Prepaid Client 
Support team. He can be easily 
reached by phone or email, 
Monday through Friday 8 a.m. 
to 8 p.m. ET.  

5: Check Printing Services 
Not applicable.   Not applicable. 
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2. After the initial transition, how often will the primary relationship manager attend on-site 

meetings with State staff (at minimum quarterly meetings are requested)? Describe a 

typical meeting agenda for this on-site meeting. 

 
We will meet with the State quarterly, and also suggest a monthly touch point teleconference call to 
discuss any outstanding issues. Sample Agendas are included in the Exhibits Section that identify 
the topics that we generally address in our meetings. The State is welcome to include other items as 
deemed necessary. 

 
3. Describe the Firm’s policy on changing the primary contact person on an account at your 

discretion. 

 
She Should U.S. Bank deem it necessary to make changes to the primary contact person for your 
account, the State would be notified as soon as possible and, if necessary, an interim manager would 
be assigned until a permanent representative was hired. Your dedicated CCS representative and team 
would serve as overall backup during this transition 

 
4. IT Resources: Will Firm provide a dedicated IT liaison to work on set-up, file transfer, 

testing and troubleshooting / issue resolution? During what hours is technical support 

available (specify time zones)? 

 
Yes.  
 
Component 1, General Banking - During implementation, you will be assigned a member from 
our File Management Services group. Resources are available 9 a.m. to 6 p.m. ET.  
 
Component 3, Purchasing/Virtual Card & ePayables -  Account coordinators are available 
during normal business hours of 8 a.m. to 8 p.m. ET. Should the State’s program administrator(s) 
have a need outside of these hours, our Customer Service Center and Technical Help Desk are 
available 24/7 to provide additional support. 
 
Component 4, Stored Value Card – An Onboarding Manager will be assigned to the State during 
implementation to test and troubleshoot before going live. They are generally available 9 a.m. to 6 
p.m. ET, but will work around the State’s needs.  After implementation is complete, a 24-hr help line 
will be available for emergencies.   

 
C. Pricing & Incentives 

1. For how long will the Firm guarantee the proposed fees for each component? Please 

complete the following table: 

 

Component # Years Fees/Rebate Guaranteed 

1: General Banking  Three years 

2: Lockbox Services  Not applicable  

3: Purchasing/Virtual Card & ePayables  Three years 

4: Stored Value Card  Three years 

5: Check Printing Services Not applicable 

 

2. Is the Firm willing to offer any transition or retention incentives? 
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U.S. Bank will offer three months free service charges for the first three months after the first 
account is opened. 

 
3. Are there any additional price breaks or incentives if more than one component is 

awarded to your Firm? 

 
U.S. Bank has offered you their most competitive prices for all service lines, therefore, no additional 
price reductions will be offered if more than one business component line is awarded. 

 
D. Electronic Invoicing  

1. Is the Firm able to provide electronic invoicing as opposed to hard copies via mail? 

 
Yes. Our monthly analysis statement is available online through our web-based treasury management 
portal SinglePoint®. 

 
2. Would it be possible to send an invoice for the Firm’s services to a centralized email 

account or upload to a State vendor portal? 

 
Yes. This will be available on SinglePoint. There is not a portal to upload into. 

 
E. Project Management Approach  

It will be the responsibility of the Vendor to lead the transition to the new program. The State 

will collaborate with the Vendor to successfully implement within the negotiated time frame. 

 
1. Please describe the Vendor’s philosophy, methodology, and approach to this 

implementation project and to project management. 

 

To help make your transition to U.S. Bank smooth and efficient, we designed an implementation 
process that includes a dedicated team of professionals. Our team ensures a successful onboarding 
experience. During the implementation process, we spend the time and resources to build a solid 
foundation for a successful relationship between the State and U.S. Bank. As your dedicated business 
partner, we work to understand your organization and provide solutions to support your business 
needs. You can rely on our commitment, accessibility and responsiveness. Please see the Exhibits 
Section for a detailed Sample Implementation Schedule. 
 
Your implementation will be professionally managed through our Project Management Office, where 
it will be executed against a detailed project plan and managed in tandem with the State’s 
expectations. Your treasury management consultant, Dave Sullender, initiates the product 
implementation effort. He will also enlist the support of a dedicated, experienced technical 
implementation coordinator. This professional transition team will work to affect a smooth transition 
of services, and will partner with relevant product lines and support teams toward a successful end-
state. After working with you to identify specific requirements, the team helps guide each assigned 
task to completion and confirms that each component of your plan functions with efficiency and 
accuracy. 
 

2. Describe the methods, tools, and techniques the Vendor intends to use in providing 

project management services. Does the Firm send Project Status Reports during the 

course of the implementation? How frequently? Who is responsible for sending these 

Reports? 

 

Although there are many people involved in implementing your treasury management services, you 
will always have one contact you can call with questions during the implementation process –– your 
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implementation resource. After successful implementation, you are assigned a Commercial Customer 
Service team for ongoing product and account support. 
 
The process for establishing products and services with us may consist of the following phases. A 
detailed Project Implementation Plan has been provided in the Exhibits Section of this response 
for the State’s review.  

▪ Scheduling a discovery meeting to ensure we have an in-depth and comprehensive understanding 
of your requirements, workflows and related cash flows to appropriately finalize the solution set. 

▪ Development of Statement of Work (SOW) – this document defines project-specific activities, 
deliverables and timelines for U.S. Bank providing services to the State. 

▪ Define development activities and tasks. 

▪ Begin coding 

▪ Begin testing 

▪ Gathering pertinent information necessary to complete documentation to establish accounts and 
implement services. Documentation is pre-filled by U.S. Bank where possible. 

▪ After obtaining all required customer information, we send you applicable documentation, 
including service agreements, user guides and other materials as necessary. 

▪ The agreements and/or applicable questionnaires are completed and received by the 
implementation resource, which marks the start of the service setup. 

▪ Assembling the implementation team, who will work with your employees throughout the 
process. 

▪ Developing an implementation strategy designed to achieve the production date you specify. 

▪ Coordinating a kick-off meeting in which key stakeholders from U.S. Bank and the State are 
introduced, documentation can be presented for execution and the preliminary timeline is 
discussed and agreed upon. 

▪ Facilitating weekly touch point meetings with key stakeholders throughout the process to ensure 
benchmarks are on track and any issues are quickly resolved. 

▪ Developing an implementation strategy designed to achieve the production date you specify. 

▪ During setup, we test all data transmissions for you using ARP, lockbox or ACH direct 
transmissions or any others such as information reporting, EDI, BAI, etc. 

• U.S. Bank first tests for connectivity through a telecommunications handshake. 

• Next, the State test files are transmitted to and from the Bank and State for each applicable 
service to ensure the data is properly received. Testing also includes U.S. Bank and State’s 
ability to post received data accurately. 

• Upon successful testing, we select a production date. 
 

3. Please describe IT support that will be provided to help interface the bank’s systems with 

the State’s existing First State Financials (FSF / PeopleSoft Financials system version 

9.2). 

 

U.S. Bank will work with the State to develop a joint testing plan. During service setup U.S. Bank 
provides a test environment that is utilized for User Acceptance Testing. During this phase, 
everything is production equivalent;; however, ACH transactions are not processed through the 
payment networks. U.S. Bank provides accounts for use during User Acceptance Testing. Once all 
testing is complete to the Bank and State’s satisfaction, U.S. Bank migrates the service to the 
production environment. Once in production, we recommend making a live test payment to ensure 
that the process is working end-to-end before opening up the service to users. 
 

4. What flexibility does the Firm’s systems have in accepting different file layouts for 

inbound files or generating customized file layouts for outbound files that are processed 
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within PeopleSoft, or FSF (the current accounting system)? 

 
U.S. Bank has a standard process for assessing requests for customized files requested by clients. 
Upon notification of a request from the State, subject matter experts from both our product and 
operations groups would engage the State to understand the requested customized files and the 
context of the request. This information would be formally submitted using a standard process, and 
we would engage the various groups that would need to be part of the solution in order to obtain the 
sizing for the development and testing of the enhancement. Once this is complete, the request goes 
through a prioritization process for resources to be aligned for a specific time period to complete the 
development. U.S. Bank has the ability to then assign the proper level of resources based on the 
scope and desired timeline. Once the enhancement is prioritized, we assign a project manager and 
complete detailed requirements, followed by design, coding and testing. U.S. Bank is committed to 
responding to your requests in an expedited manner, and we commit to getting your requested 
enhancements through this process quickly. The timeline to deliver the final enhancement depends 
on current projects in development, including mandated regulation related enhancements. 
 

5. Please describe the most common reasons for an inefficient or delayed implementation. 

What strategies should be implemented to increase the likelihood of a smooth transition? 

 
U.S. Bank has a proven track record transitioning prospects to clients. Our implementation process 
aims to mitigate issues or concerns during the implementation stage. Our experience shows the 
following can be of concern during implementation: 

▪ Resources—The correct people need to be involved from the bank and the customer and those 
involved need to make the necessary time to do the follow up work to complete the conversion. 
The best laid conversion schedule can go sideways very quickly if timelines are not met. 

▪ Project definition—Full understanding of all tasks and responsibilities by all stakeholders 
including any third party contractors. 

▪ Communication—Use of a single point of contact for all parties connected with the project is 
critical, as implementations have many parts and need coordination and communication.  

▪ Specialized programming—If additional programming is needed, it often takes longer than 
planned. 

▪ Technical issues—If a technical issue pops up, it can delay implementation until resolved. 

▪ The unexpected—You name it, it can happen and cause an implementation delay.  

▪ Contract negotiation—As banking regulations change, contracts become more involved and 
often require longer negotiation time than anticipated. 

 
Communication is at the heart of any relationship, including implementation. Frequent and clear 
communication, both verbal and written, will serve to ensure an efficient and smooth transitional 
process. As part of our implementation planning, both the State and U.S. Bank will agree on this 
communication forum and frequency. 
 

6. If there is a risk of delay, unforeseen hurdles, or other challenges, who is responsible for 

identifying these potential problems and communicating them to the working group? 

 

The U.S. Bank project lead will have that responsibility. 
 

7. Please provide the training materials and resources available for each component being 

proposed? Are there webinars, on-site training, online resources, or other tools 

available? 
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U.S. Bank offers a comprehensive, instructor-led, online training program to ensure that all staff is 
adequately trained to use SinglePoint and related services. To ensure the appropriate attention to 
detail, all instructor-led training is conducted by experienced U.S. Bank training staff. Through state-
of-the-art emulation, U.S. Bank provides a hands-on training experience without requiring your staff 
to leave their desks. Instructor-led training is complimented by in-application help, an extensive 
catalog of step-by-step user guides with illustrations and instructional videos available on-demand 
from our website. In addition to our comprehensive training program, subject matter experts can 
deliver online support to the delivery of on-site training sessions at a location chosen by the State. 
U.S. Bank customizes the type and location of training to meet the specific needs of each audience; 
the number of hours provided will vary depending on the number of services required, the number 
of users, and the number of departments utilizing our services. 
 
Training options include: online, users guide, in-application support, call-center support, instructor-
led in-person or one-on-one as necessary to maximize training expediency and efficiency efforts. 
 
Enhancements to the SinglePoint application are ongoing and the details are clearly documented in a 
newsletter communicated in advance of every release. All enhancements are supported by updated 
in-application help and user guides. Some examples of when additional training may be necessary 
include: 

▪ When adding new services 

▪ When new employees are hired that will use SinglePoint and/or related services 
 
In order to support ongoing training needs, one-hour online training sessions are offered weekly on 
Tuesdays and Thursdays at 2 p.m. ET. A professional SinglePoint trainer walks through logging in, 
navigating, Information Reporting and System Administration. U.S. Bank can provide training 
tailored to your specific needs, where you choose which services to cover and who attends. Training 
sessions are available for any number of participants. When there is an immediate need, Commercial 
Customer Service is available to support users through required activities. 
 
Sample eLearning: Take detailed, interactive online courses on all of the SinglePoint services. Learn 
at your own pace –– you can access SinglePoint eLearning anytime and as often as you like. 

▪ Online Link: https://singlepoint.usbank.com/learn/ 

▪ Access ID: sptlearn1 

▪ Access Code: efficiency 
 

8. During the course of the contract, if the Firm upgrades its banking software or internal 

processes, how will these changes be communicated to the State? 

 
Your relationship manager, Bobbi, will communicate to you directly regarding changes to services. 
She is also assisted by your Commercial Customer Service representative, Erin, who will also inform 
you about banking software upgrades. These communications are usually done via email.  

 
9. What banking data from the incumbent provider will the Firm be willing to migrate? How 

does the Firm recommend receiving this information? 

 

We are able to migrate your ACH and wire templates into our SinglePoint system. 
 

10. The State expects to have a long-standing partnership with the chosen Vendor. If the 

State ever elects to transition services to a different vendor, what end-of-contract 

transition services is the Firm willing to provide? 

 

https://singlepoint.usbank.com/learn/
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This is will depend on the products and services being provided. Your relationship team will set up a 
meeting to understand the full details of the transition and provide a customized transition should 
this situation occur.   
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F. Subcontractors  

1. The State reserves the right to approve any and all subcontractors utilized in the 

execution of this event. Please identify all subcontractors for this event, detailing how 

they will be utilized, your Firm’s relationship with the subcontractor, and a description of 

joint work the Firm has undertaken with this subcontractor. 

 
For our On-Site Electronic Deposit services, we partner with Deluxe Corporation for our client-
facing user application and EDM system for administrative, reporting and image retrieval access. 
Deluxe Corporation is a publicly listed company and detailed information can be found at 
deluxe.com. Public information on Deluxe Corporation is available at the Securities and Exchange 
Commission through the following website: 
https://www.sec.gov/edgar/searchedgar/companysearch.html. 

 
G. Control  

1. Describe the Firm’s security environment. Specifically cover the physical and digital 

security and software safeguards that the Firm has put in place to control access to 

funds transfer systems and client account information. 

 
Upon selection as a finalist, we will be happy to provide a copy of the U.S. Bancorp Shared 
Assessments Program Standard Information Gathering (SIG) Questionnaire upon execution of a 
Non-Disclosure Agreement to address more specific information about our security controls. 

 
2. Describe the Firm’s security procedures for its information reporting system, both for 

access and information protection (e.g. RSA tokens, secure certification, etc.). 

 
SinglePoint protects account information with the most current and proven technology available, 
including: 

▪ Two-way 128-bit encryption 

▪ Data is not stored on the user’s workstation 

▪ Individual client IDs, passwords and digital signatures 

▪ Entrust time-based tokens are required for users to access payment services (ACH, wire transfer 
and investments). Tokens are pre-programmed to produce a new numerical code every 60 
seconds. One token is assigned to each user at your site. 

▪ By default, all SinglePoint entitlements must be approved by a second system administrator. You 
must complete additional paperwork to waive the dual approval requirement. 

  
An optional IP white listing security feature is available if you choose to restrict user access to allow 
only specific IP addresses or IP address ranges. 
  
The application also uses a tool called Passive Monitoring, which detects anomalies in web traffic 
between user PCs and our application. These anomalies include user PC viruses and malware. Once 
detected, we contact users to communicate the detection of viruses that were identified including 
corrective measures to clean the user PCs. 

 
3. Describe the backup and recovery capabilities in the event the proposed systems are 

unavailable. Who would the State contact to initiate day-to day transactions if online 

capabilities and functionality are temporarily unavailable? 

 
We plan for an all hazards approach to business recovery including power outages. Our operations 
are located in a primary data center, with redundant communications, utilities and back up generation 

https://www.sec.gov/edgar/searchedgar/companysearch.html
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for three days. The continuity plans are scalable to accommodate shorter-term events such as a 
power outage. Please refer to the U.S. Bancorp Business Continuity Planning and Disaster 
Recovery Program Overview, provided in Tab K. 
 
The State can contact Commercial Customer Service to initiate transactions in any instance where 
systems are unavailable. 
 

4. Discuss the bank’s security environment related to cybersecurity. Specifically describe 

the cyber risks to which the proposed services may be exposed and explain the Firm’s 

approach and response to protection against these risks. What are the Firm’s crisis 

communications plans in the event of a cyber-attack? 

 
We continue our focus on protecting client accounts from fraud and cyber-attacks by hosting an 
annual Strength in Security conference that explores the complex and evolving cyber risk landscape.  
 
Our business continuity plans are developed and maintained to address recovery strategies for such 
events as: pandemic/high employee absenteeism, technology outages, natural hazard impacts, etc. 
Below are examples of what might occur during an interruption of normal business operations. 
 
In the event a business site becomes inaccessible, we presently employ the following recovery 
strategies for mission critical functions:  

▪ Transfer work—Work is transferred to another location that does the same business function 
or has been cross trained. 

▪ Relocate people within business—Team members are relocated to another site. 

▪ Relocate to regional recovery center—A location, other than normal facility, will be used to 
process data and/or conduct critical or necessary business functions. 

▪ Vendor work area recovery—An external site will be used for the recovery of mission critical 
personnel and processes utilizing a third party owned location. 

▪ Work from home—Team members will work from home on a bank-owned device. 
 

Further details regarding our Enterprise Preparedness Program is provided in Tab K.  
 

5. Has the Firm ever had to respond to a data breach? If so, please describe the breach and 

what the Firm’s response was. 

 
Since 2005, U.S. Bancorp has had a policy requiring certain procedures are taken to document any 
unauthorized access, initiate appropriate security responses and provide appropriate individual, 
enterprise and regulatory notification when we are notified or have reason to believe there has been 
an unauthorized access –– physical, electronic, internal – of client information. The details of this 
process are considered confidential and proprietary in nature.  
 
There have been no significant credit card breaches attributable to the activities of U.S. Bank, our 
employees or vendors in the past three years. 

 
6. Describe the encryption capabilities that are supported by the Firm for the transmission 

of data between the Firm and the State. Describe the file verification capabilities that are 

supported by the Firm, such as checksum or hash totals to ensure that no data is misfield 

or substituted. 

 
The various U.S. Bank transmission methods offer different levels of security. The Internet-based 
transmission methods utilize SSL 128-bit encryption (the industry standard), AES 256-CBC 
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encryption or DES3 encryption to secure the transmission. Optional PGP file level encryption is also 
available. 

 
Below are the details regarding each transmission protocol supported by U.S. Bank. Encryption 
information is included for each. 
 
HTTPS: 

▪ Transmissions are encrypted using TLS 1.2 encryption.  

▪ User ID and password are encrypted and authenticated to allow confidential access to your data. 

▪ No network or firewall changes required for this option. 

▪ Web browsers (i.e. Microsoft Internet Explorer 6.x and later; Apple Safari 3.2.x and later; Mozilla 
Firefox 3.5 and later) are required to be used. 

▪ Optional file level encryption using Pretty Good Privacy (PGP) is available. Additional fees may 
apply. 

▪ FTPS (SSL) 
 
File Transfer Protocol Secure (FTPS): 

▪ Transmissions are encrypted using TLS 1.2 encryption.  

▪ User ID and password are encrypted and authenticated to allow confidential access to your data. 

▪ Requires use of FTPS software clients with TLS encryption.  (“Passive Mode” is required) 

▪ Requires Explicit Mode (AUTH TLS) 

▪ Requires Communication Control Port 20021 and Passive Data Port Range 21000 – 21400 

▪ U.S. Bank can initiate the session to send (push) files 

▪ Optional file level encryption using Pretty Good Privacy (PGP) is available. Additional fees may 
apply. 

 
Secure File Transfer Protocol (SFTP) with Secure Shell: 

▪ SSH encrypts credentials and data before sending it over the open network 

▪ This site supports CTR ciphers and up to group 14 key exchanges. 

▪ Requires SFTP software clients with SSH public key(preferred) or password authentication 

▪ Requires Connection Port 20022 

▪ Requires use of SFTP command (e.g. sftp –o Port=20022 
yourusbankid@filegateway.usbank.com) 

▪ U.S. Bank can initiate the session to send (push) files 

▪ Optional file level encryption using Pretty Good Privacy (PGP) is available. Additional fees may 
apply. 

 
Applicability Statement 2 (AS2): 

▪ Transmissions are encrypted to ensure only the sender and receiver can view the data 

▪ Designed to push files securely and reliably over the Internet 

▪ Digital signatures ensure authentication 

▪ Non-repudiation of receipt confirms that intended party received the file 

▪ Requires Certified AS2 software packages – see  

▪ Optional File compression 

▪ Optional file level encryption using Pretty Good Privacy (PGP) is available. Additional fees may 
apply. 

▪ This protocol is not available with U.S. Bank’s Image Cash Letter product. 
 
Connect Direct: 
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▪ Site-to-Site IPsec encrypted tunnel is required 

▪ Advanced security options for perimeter authentication, data privacy and integrity 

▪ Requires IBM Connect:Direct software 

▪ Requires a primary and a redundant VPN tunnel for disaster recovery purposes 

▪ Requires that all outbound files are “pushed” to receiver’s Connect:Direct node 

▪ Connect:Direct Secure+ is required for files containing PCI data 

▪ Optional file level encryption using Pretty Good Privacy (PGP) is available. Additional fees may 
apply. 

▪ This protocol is not available with U.S. Bank SinglePoint Information Reporting File Delivery 
and VantagePoint products. 

 
7. Describe the process and procedures for providing notification of technology changes, 

such as file content / structure, and new / modified data availability reporting changes to 

the State. 

 
Any changes or serving updates/upgrades will come from your relationship manger, Bobbi. We 
strive to give you ample time when notifying you of technology changes. These topics will be 
covered in the quarterly meetings. 
 

8. List the types and amounts of insurance and bonding carried. Provide copies of the 

insurance certificates. Insurance requirements can be found in the STCs Section IX of 

Appendix D. 

 
U.S. Bancorp is the fifth largest financial services holding company in the United States. It secures a 
variety of insurance coverages that is consistent and reasonable for an organization of its type and 
size. Deductibles, self-insured retentions and risk management philosophy are reviewed by the board 
of directors on an annual basis. All participating insurance carriers are required to have an A.M. Best 
rating of A-VII. Evidence of coverage, in the form of a Certificate of Insurance, is available upon 
request as required by contract.  
 
Copies of our Insurance Certificates can be found in the Exhibits section of this proposal.  

 
9. Does the Firm maintain cyber liability insurance? If so, list the types and amount/limits 

carried. 

 
Yes. U.S. Bancorp is one of the largest financial services holding companies in the country and 
secures insurance coverage reasonable for an organization of its type and size. Some insurance 
policies are secured to comply with various regulations such as workers’ compensation. U.S. Bancorp 
carries a Financial Institution Bond (fidelity/crime) and a Professional Liability (errors and 
omissions) insurance policy and a Cyber Liability insurance policy with limits exceeding $25 million. 
All insurance carriers used have financial ratings generally acceptable by insurance industry standards. 
Evidence of coverage, in the form of a Certificate of Insurance, is available upon request as required 
by contract. 
 

10. Describe the bank’s procedures for complying with the U.S. Treasury Department’s Office 

of Foreign Assets Control (“OFAC”) regulations. When was the last time an independent 

test of the bank’s OFAC program was conducted by internal audit, outside auditors, 

consultants, or other qualified independent party? 

 
Audits are conducted on an annual basis. Beyond our compliance with Sarbanes-Oxley, we are also 
compliant with the USA PATRIOT Act, the Anti-Money Laundering Act and others. Further, we 
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ensure that all trading partners and suppliers are cross-checked against OFAC and Office of the 
Superintendent of the Financial Institutions (OSFI) known terrorist entity lists to ensure the 
legitimacy of the business. As an FDIC insured organization, we assure our clients the financial 
integrity and security expected from a world-class provider. 

 
11. Include a copy of the bank's most recent reports issued in accordance with the Statement 

on Standards for Attestation Engagements (“SSAE”) No. 16 (formerly known as the 

Statement of Auditing Standards-70 (“SAS70”)) for any processes or systems relevant to 

the services proposed by the Firm under this RFP. (Note: Failure to provide this 

information will significantly impair the State’s ability to assess the Firm’s controls and 

will negatively affect the evaluation of the proposal.) 

 
A copy of our SOC1 Report can be found in the Exhibits Section of the electronic copy only of 
this proposal. This is a clickwrap document which requires non-disclosure consent acceptance to 
open the full document. 

 
H. Information Technology  

1. All services, products and deliverables provided by the Firm must comply with State 

standards promulgated by DTI, inclusive of Terms and Conditions for Cloud and Offsite 

Hosting, published at https://dti.delaware.gov. 

 

Upon award of business and the products you select, we will further review the terms for security 
requirements. U.S. Bank generally will agree to comply with DTI policies to the extent that they align 
with U.S. Bank’s own policies and procedures. Please note that U.S. Bank is not a cloud service 
provider, so language regarding cloud services will be requested to be removed.  
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Attachment 1-A: General Banking Questionnaire 

A. Key Personnel & Customer Service  

1. Provide biographical information on the individuals who will work with the State on a 

regular basis. Please include the following information: 

a. Proposed role with regard to OST’s account; 
 

▪ Bobbi Michalowski, treasury management Government Banking relationship manager  

▪ Dave Sullender, treasury management sales consultant  

▪ Erin Scott, Commercial Customer Service representative  

▪ Stephen Jacobs, Corporate Payment Systems relationship manager 

▪ Kelli Keller, Retail Payment Solutions relationship manager 
 

b. Biographical information; 
 
Bobbi Michalowski  
Bobbi Michalowski is a Government Banking relationship manager. Her focus is on both 
supporting key strategic partnerships within the state and local government sector as well as 
growing new banking business for the Government Banking team. In this role, she navigates 
untapped markets to introduce the strengths and services that U.S. Bank has to offer. Bobbi has 
been in banking since 2002 and has excelled in sales since 1998. Her professional banking 
experience includes twelve years in her current role with U.S. Bank and four years as an account 
executive with Wells Fargo Bank. Bobbi currently resides in Virginia and supports our clients in 
Delaware, Maryland, Virginia, the District of Columbia, South Carolina and North Carolina.  
 
Dave Sullender  
Dave joined U.S. Bank in 2004 as Vice President, Treasury Management. He is responsible for 
Treasury Management Sales for U.S. Bank government markets along the eastern seaboard and 
West to Ohio. Dave earned his Bachelor’s degree in business administration from the University 
of Massachusetts and Master’s degree from the Ohio State University. He has 32 years of 
banking experience with 25 years in treasury management. His professional credentials include 
membership in the Association for Financial Professionals since 1992, from whom he has earned 
the Certified Treasury Professional designation. 
 
Erin Scott 
Erin Scott has been with U.S. Bank for 10 years. She joined our CCS team in Cincinnati three 
years ago, and currently has three assigned relationships. 
 
Stephen Jacobs 
Stephen Jacobs comes to U.S. Bank with 25 years of experience in the financial and banking 
industry. Before joining U.S. Bank, Stephen served as a government/healthcare/not-for-profit 
corporate relationship manager within the merchant services division at Chase. He has also 
served as a relationship manager with American Express. Stephen has a Bachelor of Science 
degree in Government and Communication and is based in New York City.  
 
As your commercial card relationship manager, Stephen serves as the State’s single high-level 
point-of-contact for all strategic procurement program needs. He will work with you to define 
and monitor mutually agreed upon performance goals, as well as deliver regular account 
performance reviews, program updates and product enhancements. 
 
Throughout the term of your agreement, Stephen will conduct optimization and enhancement 
projects that focus on the State’s program expansion and the adoption of industry-wide best 
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practices. He will also focus on account performance reviews, monitoring the State’s overall 
support, program updates and product enhancements as needed. 
 
Kelli Keller  
Kelli will serve as the State’s primary point of contact for strategic stored value card program 
issues, including but not limited to strategic planning, project communication development and 
program monitoring. She has more than six years of experience working in the financial services 
industry with experience in implementation project management, technology development, 
training and relationship management.  
 
In her current role as relationship manager, Kelli is responsible for overseeing program 
development and ongoing management of her assigned portfolio. Her depth and breadth of 
experience has given her the skills and knowledge of the public sector to help you continue to 
successfully manage your program. Kelli serves as the primary contact and escalation channel for 
clients, serves as a client advocate responsible for prompt resolution of issues, provides program 
support and training and partners with clients on growth opportunities. She holds a bachelor’s 
degree in psychology. 
 

c. Location; 
 

▪ Bobbi Michalowski is based in Williamsburg, Virginia 

▪ Dave Sullender is based in Dayton, Ohio 

▪ Erin Scott is based in Cincinnati, Ohio 

▪ Stephen Jacobs is based in New York City, New York 

▪ Kelli Keller is based in Minneapolis, Minnesota  
 

d. Experience working with other government entities; 
 
Bobbi Michalowski  
Bobbi has been a government banking relationship manager for 12 years at U.S. Bank. 
 
Dave Sullender  
Dave been responsible for treasury management sales for U.S. Bank government markets for 14 
years.  
 
Erin Scott 
As a member of the CCS team, Erin has three years of experience supporting government 
clients. 
 
Stephen Jacobs  
Stephen has 25 years of experience in the financial and banking industry including government 
entities. 
 
Kelli Keller  
Kelli has more than six years of experience working in the financial services industry with 
experience in implementation project management, technology development, training and 
relationship management. 
 

e. Number of years of experience in this field; 
 
See above.  
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f. Number of years with Firm; and, 
 
See responses to questions d. and c.  
 

g. Number of accounts the person is responsible for. 
 

▪ Bobbi currently manages 15 accounts  

▪ Dave currently manages 100 accounts 

▪ Erin serves as the dedicated CCS representative for three clients, in addition to general client 
support. 

▪ Stephen oversees clients in various states across our footprint and has developed a positive 
reputation among his clients.  

▪ Kelli oversees clients across six states, ranging from child support and unemployment to 
retirement and worker’s compensation, and she has developed a positive reputation among 
her clients. 

 
2. Provide an organizational chart that includes these individuals. 

 
Below is our basic organizational chart depicting the different service areas provided in our proposal. 
Each component in this proposal will illustrate further details of support. For General Banking, 
please refer to the Exhibits Section, U.S. Bank Organization Chart.   
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3. Customer Service 

a. For routine day-to-day transactions, will a specific customer service representative or 
a customer service department be assigned? Provide biographical information for this 
individual(s) that will be assigned to this account. 
 
Yes. For routine day-to day transactions, Erin Scott will be assigned to the State as your 
dedicated Commercial Customer Service representative. She will work together with Bobbi 
Michalowski to support your account. Erin will also be backed up by a team of highly skilled and 
trained staff. 
 
Further details about your designated Commercial Customer Service staff can be found in 
Commercial Team –– Cincinnati, Exhibits Section.  
 

b. Describe the responsibilities of the customer service personnel, including the chain of 
command for problem resolution. 
 
Erin Scott will be your dedicated CCS representative. She will be supported by a highly skilled 
and extensively trained service staff working to respond to the State’s routine and complex 
inquiries through online access to our internal systems and product databases. Your requests are 
tracked in a call tracking database, which is available for relationship managers and others who 
support you. This keeps your relationship manager in the know and allows for other service 
bankers on Erin’s team to easily pick up your request where a colleague left off. This saves you 
valuable time and allows us to identify service and quality trends and opportunities for 
improvement. 
 
Each CCS team has a unique phone number, fax and shared email box. You will have this 
contact information, and will not need multiple numbers. We ensure every call is answered 
promptly by a live service banker –– the phones are not fronted by an IVR menu. 
 
Your Cincinnati Commercial Customer Service team takes ownership of your inquiry, with final 
resolution often occurring during the initial call. More complex issues are personally managed 
and tracked by your dedicated service banker (or, in Erin’s absence, her colleague), until it is 
resolved. Our servicing guidelines ensure you receive a call with a complete response or with an 
estimate of additional time required to resolve a complex issue. Erin and her team are 
responsible for understanding your servicing needs and ensuring your daily needs are met within 
our servicing time commitments. This focus is indicative of our desire to exceed your 
expectations. 
 
If an issue requires escalation and more detailed second level support, the Commercial Customer 
Service (CCS) banker assigns the issue to an operations or technical area to facilitate the 
resolution through our call tracking system.  
 
Should further escalation be required, the CCS service banker escalates the issue to their team 
leader or CCS site manager, who works directly with escalation contacts for all operations and 
technical areas. Your relationship manager will be part of this process. Senior management team 
members meet each Friday to address and solve escalated issues, keeping ownership until the 
root cause is determined and resolved. The three-tier escalation process is as follows: 

First level of response: Commercial Customer Service 
When the State first identifies an issue, your first step is to report it to CCS, who will enter it into 
our call tracking system and attempt to resolve it. If Erin is unable to resolve the issue, CCS 
escalates it to a product-specific Level Two support team. 
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Second level of response: escalation to appropriate operations and/or implementation 
managers 
Level Two support team resolves issue and updates tracking data, or if not resolved, interested 
parties are brought together to assist in resolution. Parties could include:  

▪ CCS team leader or site manager 

▪ Relationship manager 

▪ Treasury management sales consultant  

▪ Treasury management support manager  

▪ Operations manager 

Third level of response: escalation to senior management  
If the issue is still unresolved, it is escalated to senior management. Reasons for escalation at this 
stage include: 

▪ Issues with unacceptably prolonged closure 

▪ Issues for customers experiencing abnormally high quantity and/or frequency of service 
quality or system performance issues 

▪ Chronic, recurring issues 

▪ Issues that risk or may risk the customer relationship  
 
The issue is escalated by an appropriate manager (as listed in Level Two) sending an email 
summarizing the situation to the Operation Servicing Issues group. An appointed senior 
management banker will then log the issue and engage appropriate operations (or other groups) 
in the research and resolution of the issue.  
 
All open issues are reviewed in the Treasury Management Operations Service Quality meeting 
every Friday. The purpose of the meeting is to review actual performance relative to all 
operations and IT service level agreements (SLAs). SLAs relate to system availability, accuracy 
and responsiveness. IT and operations managers speak to causes and remedial actions in process 
relative to missed SLAs. 
 

c. What are the hours of operation of the customer service unit involved in supporting 
the State? 
 
Commercial Customer Service teams provide customer service each business day from 8 a.m. to 
8 p.m. ET.  
 

d. If a State employee needs assistance after business hours, what support is available? 
 
You may contact U.S. Bank 24-Hour Banking, which provides general service support around 
the clock. U.S. Bank 24-Hour Banking Business Service Center bankers do not have access to 
your account signers nor the customized knowledge your Commercial Customer Service team 
has, but they can perform servicing for anything that could cause potential loss (e.g., stop 
payment, fraud or card maintenance). 
 

B. General Banking Services  

1. Account Structure 

a. Discuss how the Firm would approach setting up a new account structure for the 
State. (Note: The State would be interested in consolidating the number of accounts 
and is looking for potential suggestions from the Firm). 
 
Our approach would first gain a complete and through understanding of the processes and uses 
serving the underlying individual accounts and subsequently optimize their effectiveness. Sources 
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of receipts, volumes and information services requirements must be understood to determine if 
specific accounts could be combined to create efficiencies. The State’s ERP system capabilities 
and your ability to perform funds accounts would have to be engaged next to determine if those 
sources of funds, properly identified, could be merged into one account. 
 

b. For the Firm’s other state clients, how many accounts are typically used to facilitate 
the operations of the Treasurer’s office and agencies? 
 
This would depend largely of the sophistication of the State, degree of customization and 
required service needs. However, comparing the State with other states of similar size and nature 
25 to 30 accounts is not out of the question.   
 

c. What resources is the Firm willing to provide to assist the State in re-evaluating their 
current account structure and making formal recommendations? 
 
We are willing to provide a free consultation utilizing our Working Capital Engagement team. 
Our business objective is to provide a dynamic payment and receivables strategy for the State. 
We will identify opportunities to migrate from costlier check payments to more efficient 
electronic means to reduce cost while proving the State with updated technology enhancements 
to streamline account payables processing and seek secure electronic receivables processing 
opportunities when available.  
 
We are uniquely positioned to offer the services and expertise needed to strategically and 
effectively lead you through your process optimization focusing on payments and receivables 
processing utilizing banking services with just the right amount of customization to meet all of 
your unique needs.  
 
Partnering across all payment types in a working capital optimization engagement can be among 
the most transformative exercises the State payables process can undergo. Ultimately, this 
consultative engagement methodology will result in a recommendation to modify the payment 
mix moving away from costly paper-based methods to a more efficient electronic means by 
replacing checks with purchasing card transactions and ACH transactions. 
 

d. If the State were to change the existing account structure, how would this affect the 
time required for implementation?  
 
This would be entirely based on the recommendation solutions from the Working Capital 
Engagement team. They have many potential solutions to replace or upgrade existing State 
processes. 
 

e. In the Firm’s experience, is there a benefit to separating check disbursement activity 
from other bank activity? (Note: The State is concerned that accounts with check 
disbursement activity may be forced to close due to fraud, despite positive pay being 
used on the account.) 
 
Yes. U.S. Bank views this as a best practice, as controlling potential fraud access points can be 
minimized, other depository accounts can be blocked, filter or utilize an UPIC. Segregating 
check disbursements from other activities also has additional benefits such as security as only 
those State employees that have a “need to know” may have access to the account and will 
enable a clear division of duties. Reconcilement, forecasting and management of the account may 
also be simpler as certain transaction codes would be associated with disbursement. 
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2. Deposit Reconciliation Services 

a. What are the specifications for assigning unique deposit identification numbers (i.e. 
maximum number of digits, numeric-only, etc.)? 
 
U.S. Bank will assist you in defining your hierarchy structure to determine the location identifiers 
during the setup. You will have the option to set up a unique deposit serial number at a location 
or sub-account level (per deposit account), as well as assign a unique batch deposit identifier to 
generate a separate deposit credit.  
 
Identifier numbers of up to 10 digits in total are preprinted in the auxiliary on-us field of the 
MICR line of deposit tickets. The auxiliary field should be right-justified. This information is 
captured by our item-processing equipment and is passed to the Deposit Reconciliation reports 
and the associated Demand Deposit Account (DDA) statement. You may also view the deposit 
location numbers with each of your deposits through SinglePoint Information Reporting. 
Deposit reconciliation cycle schedule are available monthly, weekly, and according to your 
selected dates. (Note: The reconciliation cycle must match your checking account cycle). 
 

b. Are daily deposit totals reported by each location separately? 
 
Deposit activity for all locations is reported individually and then sub-totaled. 
 

c. Is the location code available on all standard reports? If not, please identify how this 
information will be available (i.e. customized reports from the online platform, 
transmitted files, etc.). 
 
Yes. The location codes are available on all reporting.  
 

3. Remote Deposit Capture (“RDC”) 

a. Describe the Firm’s ability to process checks by Remote Deposit Capture (“RDC”). 
 
The transmission process is fully and securely integrated with the On-Site Electronic Deposit 
service by using the latest web browser versions of Microsoft Internet Explorer, Google 
Chrome, Mozilla Firefox and/or Mac Safari (North American version only). The deposit data 
and images are transmitted to U.S. Bank via secure internet using SSL with 128-bit encryption. 
 

b. Can deposit reconciliation services be used in conjunction with RDC? 
 
Yes. The U.S. Bank Deposit Reconciliation service may be used with On-Site Electronic Deposit 
and reports location specific deposits across multiple payment types. 
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c. How does a user select which account an RDC deposit will be made into (i.e. drop 
down menu, key entering account number, other)? If deposit reconciliation is used, is 
the location id information available in the drop down menu? 
 
The hierarchy is used to represent and support your operational needs or organizational 
structure; for example, by geography and deposit accounts. It directly effects how the scanning 
application functions in the Create Deposit module (see sample below). 
 

 
 

d. Describe how a single RDC terminal can be used to make deposits into multiple bank 
accounts. 
 
Please reference the image above. A single user or scanner can scan to as many accounts/ 
locations as they are given access to (up to 999). 
 

e. How are permissions granted for an account with deposit reconciliation services – by 
location id or account? 
 
Users are the individuals in an organization who require access to the Electronic Deposit 
Manager or the On-Site Electronic Deposit system to access a particular member’s data. Before 
anyone in the organization can access Electronic Deposit Manager, a corporate or security 
administrator must add the user to the system.  
 
Depending on their responsibilities, different users assume different roles in the Electronic 
Deposit Manager system, and their role defines their level of access to the system (location or 
account, etc.). For example, corporate administrator users can drill down to access data at the 
lowest level of any member node, whereas users with the Item Research role, whose access is 
limited, have access to only their specific member location or account. The roles and 
responsibilities of users differ from organization to organization. 
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i. Would this structure allow the bank to directly communicate with the end-user on 
deposit corrections, returned items, etc.? 

 
You can establish special instructions for redeposit, phone call, fax, store number, alternate 
address, second copy, alternate charge account or transmission of returned item information. 
Special instructions are available by account or location. 

 
ii. Would this structure allow for an individual to view returned items for only their 

location without having access to other location information? 
 

Yes. Users can only access data for locations and accounts that they are granted access to by 
the corporate administrator. 

 
f. Is there a limit on the number of checks that can be contained in a single deposit? How 

many checks would the Firm recommend be processed in a single deposit? 
 
No. There is no limit on the number of checks or batches included in a single deposit. However, 
only 300 checks or items can be contained in any one batch within On-Site Electronic Deposit.  
 
To clarify, with On-Site Electronic Deposit, a unit of work is the batch. The batch size is variable 
and can be configured to provide the operator a warning when a specified number of checks 
have been scanned, and a hard-stop based on batch size can be configured where the batch will 
end.  
 
Using these options, you can control the batch size. Within On-Site Electronic Deposit, we will 
aggregate all batches (by deposit identifier, if utilized) within a business day into a single deposit.  
 
We would recommend batches of 40-60 checks each, it makes it more manageable to work 
through when there happen to be exceptions. 
 

g. Is there a maximum dollar amount (per check) that can be processed through RDC? 
 
The only limit on dollar amount is limited by what is put in the ICL file, which is $99,999,999.99. 
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h. Does the Firm’s service offer the ability to populate data using recognition technology 
such as Magnetic Ink Character Recognition (“MICR”), Optical Character Recognition 
(“OCR”), or Intelligent Character Recognition (“ICR”)? If so, does the system recognize 
both the courtesy amount and the legal amount of the check? 
 
Yes. On-Site Electronic Deposit can be customized to automatically read specified data from a 
remittance document and parse that data into specific fields on the default or a customized data-
entry form. The system reads the courtesy amount on the check. 
 

i. When using the Firm’s RDC service, can checks be automatically endorsed? Is the 
endorsement an electronic image or physically printed on the check? 
 
Yes. On-Site Electronic Deposit web supports use of a virtual endorsement (which does not 
physically print on the check but is applied electronically to the item’s image). It is an electronic 
image placed on the back of the check. 
 

j. Describe the process used for balancing and correcting deposits prior to transmitting 
them to your Firm. 
 
If a batch does not balance with the batch control total, your user must review and correct the 
batch before it can be submitted for deposit. A user with the proper permissions can review and 
correct items in the Balance Batches module. Also, you are able to change the deposit identifier 
number (if this feature is enabled) prior to closing and depositing any batch. 
 

 
 
A user with the proper entitlements can review and correct items in the Balance Batches module.  
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k. Does your Firm’s service allow for multiple batches to be scanned throughout the day 
and processed as a single deposit at the end of the day? 
 
There are three basic approaches (and you can use any or all of the approaches, as needed, at 
different locations).  

▪ First, it can be set up so the batches generated from multiple locations are aggregated into 
one end-of-day deposit credit (per deposit account).  

▪ Second, it can be configured so the deposit activity at each location is posted as a unique 
deposit credit using location deposit serial numbers, at the location or sub-account level (per 
deposit account).  

▪ Third, it can be configured so that each (or any) location will mimic the use of serially-
numbered or sequentially-numbered deposit tickets, where each unique Deposit Identifier 
number used will generate a separate deposit credit (per deposit account).  
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All of this activity is reported on your information reporting (current day and previous day) 
viewed via SinglePoint (or on your bank statement) each showing the deposit reference number 
and float assignment. 
 

l. If batches are processed by different users, are batches consolidated or are they 
separate deposits? 
 
Please see the answer to question k. Batches can be either consolidated by account or shown 
separately by user; it would be up to the State to decide how you want the deposit to look. 
 

m. For how long are electronic check images deposited by RDC stored and available for 
viewing? 
 
Your images are stored in the Electronic Deposit Manager server archive. You have online 
access for query and retrievals for 25 months. Multiple search parameters provide users quick 
access to item(s) needed. Additionally, deposited item images are stored in SinglePoint. 
 

n. What fields are searchable for researching check deposits? 
 
There are 12 default item search parameter fields available within Electronic Deposit Manager, 
including check MICR information, check amount, check capture date and scanner serial 
number.  
 
In addition, authorized users can edit the parameters available for the advanced search feature, 
including secondary ID (remittance number) and optional user fields 1-10. 
 

 
 



 

U.S. Bank State of Delaware TRE18101-BANKINGSVC 43 
 

o. How will the State be notified of deposit corrections and/or adjustments for RDC 
items? 
 
Adjustments will be handled in the same manner as they are for paper cash letters, via mail.  
U.S. Bank will automatically adjust your account the same day. 
 

p. If the State needs replacement or additional RDC equipment, what equipment would 
the Firm recommend? Indicate how many items these machines can handle. 
 
For batch feed scanners, we recommend either the Epson Capture One or the Digital Check TS-
240, for single feed scanners we recommend the Digital Check CX-30. 
 

q. What is the document destruction policy for scanned checks? Does the OST have to 
destroy the documents or can the State contract with a third-party vendor to destroy 
the documents? 
 
U.S. Bank recommends retention of the checks for at least seven business days in case a check is 
returned and you need to collect on the check by depositing the original item. All items must 
thereafter be destroyed as soon as is reasonable.  
 
Whether the State destroys the checks themselves or contracts with a third-party vendor,  
U.S. Bank recommends guidelines be established. We recommend the State ensures checks 
deposited through On-Site Electronic Deposit Mobile are stored securely until destruction. We 
require destruction of all checks within 30 days from deposit. Cross-cut shredding is strongly 
recommended for check destruction. 
 

r. What is the ledger cutoff time for deposits for items processed by RDC? 
 
11 p.m. ET 
 

4. Image Cash Letter (ICL) 

a. Describe the Firm’s ability to process checks by Image Cash Letter Processing (“ICL”). 
 
U.S. Bank Image Cash Letter enables organizations receiving high volumes of check payments to 
electronically deposit checks to U.S. Bank, as long as they have the capability to capture and 
transmit MICR and image data. The product leverages our extensive image clearing network for 
processing image check deposits and eliminates the need to prepare and transport paper-based 
cash letter deposits to the bank, providing additional processing time to the State. Benefits 
include: 

▪ Maximizes funds availability 

▪ Expands deposit processing to 11 p.m. ET for same day ledger credit 

▪ Reduces weekend float with Sunday 11 p.m. ET processing deadline 

▪ Reduces costs and improves efficiencies 

▪ Decreases manual tasks associated with preparing deposits 

▪ Eliminates expense of transporting paper checks to bank for deposit 

▪ Supports consolidation of banking relationships and reduces reconciliation burden 

▪ Reduces returned item processing window 

Image Cash Letter Process Flow 

▪ Checks are processed through the State’s image capture solution. 

▪ MICR data and check images, including the front and back image of the check, are captured. 
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▪ Original paper checks deposited electronically in image cash letter files are truncated under 
Check 21 Regulations.  

• Truncated checks should be labeled, securely stored for a recommended seven days, and 
labeled with a sequence range in the event the State needs to locate an original check for 
any reason during the retention period. 

• Checks must thereafter be destroyed as soon as reasonably possible, preferably with a 
cross-cut shredder. 

• Checks are endorsed and sprayed with the State’s internal audit trail. 

▪ An image cash letter file is generated and transmitted securely to U.S. Bank. 

▪ A stat file report is transmitted to the State’s incoming mailbox to confirm the image cash 
letter deposit was received. 

▪ A File Acknowledgement report, with deposit totals, is sent to the State’s mailbox 
confirming that your file was processed by U.S. Bank.  

• The File Acknowledgement report is also available in SinglePoint Information 
Reporting, Special Reports. 

▪ The ICL deposit credit posts to the State’s U.S. Bank depository account.  

• Files received by 5:55 p.m. ET are reported on current day Information Reporting 
available through SinglePoint. 

▪ U.S. Bank will clear all items in the State’s deposit. Checks drawn on U.S. Bank and 
electronic endpoints are cleared electronically. Check images are stored at U.S. Bank. 

▪ On the following banking business day, the deposit amount and float are available through 
SinglePoint Information Reporting, Previous Day reports. 

▪ An Administrative Returns report is generated on the following banking business day and 
sent to the State’s mailbox. This report contains information about any rejected image cash 
letter items and is generated even if there are no rejected items. 

• The Administrative Returns report is also included in SinglePoint Information 
Reporting, Special Reports. 

 
b. Is there a limit on the number of checks that can be contained in a single deposit? How 

many checks would the Firm recommend be processed in a single deposit? 
 
No. There is no limit on the number of checks or batches included in a single deposit. However, 
only 300 checks or items can be contained in any one batch within On-Site Electronic Deposit.  
 
To clarify, with On-Site Electronic Deposit, a unit of work is the batch. The batch size is variable 
and can be configured to provide the operator a warning when a specified number of checks 
have been scanned, and a hard-stop based on batch size can be configured where the batch will 
end.  
 
Using these options, you can control the batch size. Within On-Site Electronic Deposit, we will 
aggregate all batches (by deposit identifier, if utilized) within a business day into a single deposit.  
 
We recommend batches of 40-60 checks per batch; it makes it more manageable to work 
through when there happen to be exceptions. 
 

c. Is there a maximum dollar amount (per check) that can be processed through ICL? 
 
Yes; $99,999,999.99 is a limit set by the field in the file. 
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d. How will the State be notified of deposit corrections and/or adjustments for ICL items? 
 
The Administrative Returns report only contains image cash letter items that rejected because the 
items were missing front and/or back images. Other types of administrative returns and 
adjustments will be handled in the same manner as they are for paper cash letters, via mail.  
U.S. Bank will automatically adjust your account the same day. 
 

e. What is the document destruction policy for scanned checks? Does the OST have to 
destroy the documents or can the State contract with a third-party vendor to destroy 
the documents? 
 
U.S. Bank recommends retention of the checks for at least seven business days in case a check is 
returned and you need to collect on the check by depositing the original item. All items must 
thereafter be destroyed as soon as is reasonable. U.S. Bank requires destruction of all checks 
within 30 days from deposit. Cross-cut shredding is strongly recommended for check 
destruction. 
 

f. What is the ledger cutoff time for deposits for items processed by RDC? 
 
11 p.m. ET 
 

g. Can the Firm process the State’s current ICL X9.100-187 file? 
 
Yes, as long as the file follows the X9-100-187 format.  
 

5. ATM Deposits  

a. Would the Firm be willing to install ATMs in State-owned buildings at no cost to the 
State or respective agencies? 
 
U.S. Bank is not interested in installing ATMs in conjunction with this contract at this time; 
however, U.S. Bank belongs to two networks of ATMs in Delaware. Details are outlined in 
response Question c below. 
 

b. Can OST make deposits into the Firm’s ATMs? Please describe the process and any 
limitations. 
 
No. We suggest using our remote deposit capture for easy remote deposits. It’s safer, easier and 
more convenient than depositing via an ATM. See more details under General Banking Services, 
Section 3.0 Remote Deposit Capture, page 25. 
 

c. What other functionality or services are available to the State through the ATMs? What 
is the associated cost? 
 
U.S. Bank is proud to offer two ATM networks to the State’s prepaid card recipients: Allpoint 
and MoneyPass. These two networks include more than 410 ATMs free to use to your 
constituents who chose to receive a prepaid card for disbursements. 
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6. Smart Safes 

a. Does the Firm offer smart safes? If not, are you able to partner with an armored car 
courier to offer the technology? If you partner with multiple armored car companies, 
which companies do you work with in the State’s footprint? 
 
U.S. Bank Remote Cash Deposit allows the State to deposit cash electronically by using an on-
site vendor-supplied safe, which transmits us a daily posting file for credit into your depository 
account. U.S. currency is stored in locked cassettes for secure retrieval by your armored courier 
at a later date. Depository transaction detail may be obtained online through SinglePoint using 
prior day information reports. 
  
You contract directly with your armored courier for equipment leasing, maintenance, 
transportation and deposit consolidation. Our role as your depository bank is to receive the 
posting data file from the armored courier, provide credit to your account and accept the 
consolidated currency from your armored courier. 
  
All coin, checks, mutilated currency, coupons or other similar items not accepted by the smart 
safe’s bill acceptor are prepared as a separate deposit and will not receive provisional credit under 
our remote cash deposit service. All cash deposits are picked up and verified by the armored 
courier. If discrepancies are noted at this time, the difference between the actual and reported 
amounts are debited or credited to your depository account as deemed appropriate. Check 
deposits will be delivered to us for processing. 
  
We have agreements with the following armored vendors and safe companies to install and 
service your locations using a smart safe: 

▪ Brink’s CompuSafe® 

▪ Dunbar Cash Manager Safes®  

▪ Garda CashLINK®  

▪ Loomis SafePoint® 
  

Remote cash deposit may reduce the frequency of armored pickups per week for some locations. 
As a result, it is important to manage your change fund levels until your next scheduled 
pickup/delivery.  
 

b. Describe the smart safe options and technology available, including information about 
the available safe sizes. 
 
You contract directly with your armored courier for equipment leasing, maintenance, 
transportation and deposit consolidation. Our role as your depository bank is to receive the 
posting data file from the armored courier, provide credit to your account and accept the 
consolidated currency from your armored courier. 
 

c. When depositing funds to a smart safe, are currency deposits credited to the State’s 
bank account on a same day basis? 
 
We provide the remote cash deposit process flow (applicable for all armored couriers) below. 
1. Cash is deposited into the safe on day one. You negotiate end of business day with your 

armored courier. 
2. Posting file for day one activity is sent to U.S. Bank on day two and credit is given on day 

two. 



 

U.S. Bank State of Delaware TRE18101-BANKINGSVC 47 
 

3. On day three, your deposit activity can be viewed on SinglePoint previous day reporting or 
through your BAI2 file. 

 

 
 

7.  Returned Item Processing  

a. Can returned items be automatically redeposited? 
 
Yes. Special instructions can be placed on our returned item processing system, which allows for 
returned items to be automatically redeposited one time, which is the maximum. Redeposited 
items are not reflected on your DDA account or returned item advices. 
 

b. Does the Firm offer Represented Check Entries (“RCK”) services? 
 
U.S. Bank does not offer a RCK service. However, we are able to process RCK transmissions 
sent by our ACH origination clients. 
 

c. Can the Firm provide online access to electronic images (front and back) of returned 
items to the State? How soon after an item is returned can these images be accessed? 
 
Yes. Returned items can be viewed and a decision to redeposit or return can be made current day 
using SinglePoint Information Reporting. Returned and redeposited items can be viewed online 
next business day using SinglePoint Information Reporting Previous Day Detail or image access 
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d. Can the Firm provide a detailed return item transmission to the State? Can this report 
identify the payer’s name, depositing location, deposit date, and type of item being 
returned? 
 
Yes. U.S. Bank offers daily transmission of returned deposited items. There is also an option to 
receive a returned item image file transmission. 
 
Transmissions occur on or before 1 a.m. ET (at the end of the processing day). There is one 
transmission per day. 
 
U.S. Bank can report the following details: 

▪ Checking account and ABA number 

▪ Check number 

▪ Check amount 

▪ Original deposit date (if found automatically in the database.) 

▪ Reason code 

▪ Full name on check (for an additional fee)  
 
We cannot report: 

▪ Complete address 

▪ Phone numbers 

▪ Driver’s license number and state 

▪ Check date 
 

8. Availability of Deposits  

a. How does the Firm determine and calculate availability of deposited items? Does the 
Firm calculate availability by item or formula? 
 
Availability for on-us items varies by availability schedule. Contact your relationship manager for 
specific questions related to availability schedules. 
 
U.S. Bank calculates availability by item. 
 

b. Does the Firm give immediate availability for on-us items? 
 
Yes. On-Us items are given immediate availability. 
 

c. Provide a copy of the availability schedules the Firm proposes to use for the State, 
including branch deposit, vault, and RDC. 
 
Please see our National Premier Availability Schedule, Exhibits Section.  
 

9. Check Disbursements / Positive Pay 

a. Does the Firm offer payee positive pay? 
 
Yes. The State can leverage our most advanced positive pay service, which provides the most 
complete fraud protection. This service expands our payee name verification to all items 
processed for your positive pay account, both at our teller line and in the back office. The payee 
positive pay service option is available only through SinglePoint. U.S. Bank Payee Positive Pay 
identifies payee name mismatches. These exceptions will be presented to you daily in the 
SinglePoint Positive Pay Exceptions List for your review, along with all other positive pay 
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exceptions. You can link directly from the exception list to the corresponding check image. You 
can view and manipulate the image and easily make your decision from the image viewer.  
 

b. How will OST be notified of exception items? Can an e-mail notification be sent to 
specific users alerting them that there is an exception item to review? 
 
The State can receive an alert via phone, fax, email and a message on SinglePoint.  
 
Yes. An email can be sent directly to an email address for notification.  
 

c. At what time will the State receive the information on exception items? How much time 
will the State have to review discrepancies and notify the Firm to accept or reject? 
 
The delivery deadline for notifying you of exception items is 9 a.m. local time. The response 
deadline for your pay/return decisions is 3 p.m. local time.         
 

d. If the State is unable to provide a “pay” or “no pay” decision before the deadline, what 
happens? Does the Firm offer a “do not pay” default? 
 
Yes. The State sets the default when the service is activated. Default options include return all or 
pay all. Same day positive pay also offers defer all. You can change your default at an account 
level using SinglePoint Positive Pay. 
 

e. What are the options for transmitting check issuance information to the Firm for 
positive pay services? 
 
SinglePoint Issue Maintenance will enable the State to input issue and cancel information and 
update issue files hourly online and access transmitted file confirmation information. For newly 
issued or canceled checks, you can enter check issue and cancel information online. Up to 10 
items for multiple accounts can be added on a single page with no limit on the total number of 
transactions you can enter throughout the day.  
  
Direct file transmission is also available. 
 

f. Does the Firm offer the ability to manually enter one-time check disbursements issued 
during the day outside of the regular batch file? How quickly will the teller line receive 
this information? 
 
Yes. SinglePoint Issue Maintenance allows the State to enter, submit, approve, cancel and 
research check issues online. You can enter up to 10 issues or cancels for multiple accounts on 
one page. The teller positive pay system is updated generally within 10 minutes.  
 

g. How quickly will transmission files of additional checks and/or recently voided items 
be available across the Firm’s platform (including branch tellers)? Is there a limit to the 
number of files per day? 
 
Generally, within 30 minutes the ARP/positive pay system will be updated. Teller positive pay is 
updated generally in 10 minutes The State may send input files multiple times per day. There is 
no daily limit. 
 

h. Does the Firm confirm receipt of transmission files? If so, what options are available 
for the State to receive confirmation? 
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Yes. U.S. Bank has an ARP/positive pay File Confirmation service, which produces file 
confirmations within two hours of receiving your issue file. The confirmation includes the total 
number of issues and cancels and the total dollar amount of issues and cancels for each account 
on the file. File confirmation information is available through SinglePoint Issue Maintenance File 
Confirmation reporting. 
 

i. How is payee information captured from the physical checks? What steps does the 
Firm take to prevent exception items being flagged due to erroneous capture of payee 
information? 
 
Dedicated software is used to locate and read the payee name on the check image and match that 
information to the payee name on the State’s issue file. We also monitor quality by number of 
errors our representatives make per 1,000 exception items. Our error goal is 0.75 errors per 1,000 
exception items. 
 

j. How are stale-dated checks identified? (i.e. are these checks automatically removed 
from the issue file after a set number of days or does the State need to send a file 
removing the checks from the issue file?) 
 
For clients with positive pay services, stale-dated items that are presented in cash letters will 
appear on the exception list with a reason code: “Cancel on File.” The State will then have the 
opportunity to pay or return the item. Items presented for payment at the U.S. Bank teller line 
will be refused. 
  
Additionally, items cancelled due to stale date can be viewed on the SinglePoint Account 
Reconciliation data file.  
 

k. If a stale-dated check is presented, will it be reported to the State as an (i) exception 
item because of the date being greater than 180 days, (ii) exception item because of a 
State initiated a void on file for the issued check, or (iii) automatically returned? 
 
U.S. Bank offers the State automated stale date processing through our full reconciliation and 
positive pay services. You define the length of time outstanding issues remain valid (e.g., 60, 90, 
180 calendar days). A minimum of 30 calendar days is required. We monitor your outstanding 
issue file and automatically cancel any items that exceed your specified stale date parameters. 
 
If you have positive pay services, stale-dated items presented in cash letters will appear on the 
exception list with a reason code: “Cancel on File.” You then have the opportunity to pay or 
return the item. Items presented for payment at our teller line will be refused. 
 
A data transmission file of items cancelled due to stale date is optionally available if you 
subscribe to the stale date processing service. Additionally, items cancelled due to stale date can 
be viewed on the SinglePoint Account Reconciliation data file. 
 

l. If a disbursement check is deposited by the payee using mobile technology and he/she 
accidentally attempts to deposit the item a second time, will your Firm's positive pay 
service identify this item as an exception or will it be automatically returned as a 
duplicate item? How does this item appear in the State’s daily reports? 
 
Exceptions refer to discrepancies between information on the State’s issue file and information 
on the actual presented checks. The item will be identified and listed as a duplicate paid reject. 
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m. Will the Firm cash checks issued by the State presented by a non-account holder at no 
cost to either the State or the payee? 
i. If so, is a check cashing agreement required? 
ii. If not, what is the fee for the State and/or the payee? 

 
Not applicable as we do not have branches in Delaware. 
 

10. International Disbursements 

a. What recommendation(s) does your Firm have to improve the State’s process of 
issuing checks to individuals now living outside of the U.S.? 
 
Check cashing fees and multiple currency conversion rates can have a large impact on checks 
being sent overseas, especially if they are recurring disbursements such as pension checks.  
U.S. Bank can accept enrollments and deliver ReliaCards to cardholders who live outside the 
continental U.S., including to Foreign Post Office and Army Post Office addresses. Overseas 
ReliaCard applicants will need to have their enrollment data entered through the administrative 
portal rather than through SFTP file transfer. Once enrollment is complete, we can process and 
ship cards to the overseas recipient. Cardholders can activate their card via a toll-free number 
(domestic) or the cardholder website (domestic and international). Overseas cardholders can 
activate via phone through the international phone number on the card. 
 
Global features of the ReliaCard include:  

▪ Global Acceptance—Our ReliaCard can be used globally at currently more than 36 million 
POS locations.  

▪ On U.S. Military Bases—ReliaCard basic card features and functions are operable 
overseas, including on U.S. military bases, although ATM cash advance transaction and other 
fees may apply.  

▪ Currency Conversion Fees—Fees apply whenever cardholders use their ReliaCard outside 
of the United States, U.S. territories or U.S. military bases 
 

b. Does your Firm offer the ability to initiate International ACH Transactions (“IAT”)? 
Describe the differences in the process and procedures for initiating an IAT versus a 
domestic ACH transaction, if any. 
 
Yes. Our International ACH service enables you to originate corporate or consumer-based ACH 
transactions to Canada, Mexico and 22 European countries on the same platform as domestic 
transactions. This service enables you to originate in U.S. dollars or foreign currencies and 
engages our network of correspondents to credit or debit (only available in Canada) a beneficiary 
in a destination country. International ACH transactions initiated through SinglePoint offer the 
added benefit of real time exchange rates and U.S. dollar equivalent information. 
 

c. Are there any restrictions on IATs that the State should be aware of? 
 
U.S. Bank and the remitting party are both subject to U.S. laws and regulations that may prohibit 
transactions to and from certain countries. The most common foreign currencies U.S. Bank 
processes as part of wire transfers include: 

▪ Australian Dollar 

▪ British Pound 

▪ Canadian Dollar 

▪ Czech Koruna 

▪ Danish Krone 

▪ Israel Shekel 

▪ Japanese Yen 

▪ Mexican Peso 

▪ Moroccan Dirham 

▪ New Zealand Dollar 

▪ Singapore Dollar 

▪ South African Rand 

▪ Swedish Krona  

▪ Swiss Franc 

▪ Thai Baht 
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▪ Euro 

▪ Hong Kong Dollar 

▪ Hungarian Forint 

▪ Indian Rupee 

▪ Norwegian Krone 

▪ Philippine Peso  

▪ Polish Zloty 

▪ Saudi Riyal 

▪ Turkish Lira 

▪ UAE Dirhams 

 
d. Describe the Firm’s procedures to comply with the U.S. Treasury Department’s Office 

of Foreign Assets Control (“OFAC”) regulations. 
 
All of the transactions processed within U.S. Bank will be screened for OFAC, as per the 
regulatory requirement, including all required fields. If U.S. Bank identifies a potential OFAC 
match, our compliance team will contact the State to obtain additional information. OFAC 
reports are managed internally within U.S. Bank.  
 

e. Describe the process of requesting foreign currency denominated paper bank drafts. 
 
Foreign drafts can be requested by completing the U.S. Bank Foreign Currency Draft Order 
Form and submitting via e-mail at intiremittance@usbank.com or by contacting your Foreign 
Draft Specialist at 612.303.7400. 
 
The currencies available on FX Web for foreign drafts today are (available currencies may vary 
over time): 

▪ AUD Australian Dollar (Australia) 

▪ CAD Canadian Dollar (Canada) 

▪ CHF Swiss Franc (Switzerland) 

▪ CZK Czech Koruna (Czech Republic) 

▪ DKK Danish Kroner (Denmark) 

▪ EUR Euro (Austria, Belgium, Finland, France, Germany, Greece, Republic of Ireland, Italy, 
Luxembourg, Netherlands, Portugal, Spain) 

▪ GBP Pounds Sterling (United Kingdom) 

▪ HKD Hong Kong Dollar (Hong Kong) 

▪ HUF Hungarian Forint (Hungary) 

▪ ILS Israeli Shekel (Israel) 

▪ INR Indian Rupee (India) 

▪ JPY Japanese Yen (Japan) 

▪ MXN Mexican Peso (Mexico) 

▪ NOK Norwegian Kroner (Norway) 

▪ NZD New Zealand Dollar (New Zealand) 

▪ PLN Polish Zloty (Poland) 

▪ SAR Saudi Riyal (Saudi Arabia) 

▪ SEK Swedish Kroner (Sweden) 

▪ SGD Singapore Dollar (Singapore) 

▪ THB Thai Baht (Thailand) 

▪ ZAR South African Rand (South Africa) 
 

11. Controlled Disbursement  

a. Does the Firm offer controlled disbursement services? 
 
Yes. U.S. Bank has been offering Controlled Disbursement since the 1970s and we currently 
operate eight Controlled Disbursement sites across the country.  
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b. At what time will the State be notified of presentment items? Specify 1st and 2nd 

presentment times. 
 
We operate eight Controlled Disbursement sites across the country. These locations are listed in 
the table below, along with their presentment times (Eastern Time). 

  

Controlled Disbursement Site 
First Presentment 

Deadline 

Second Presentment 
Deadline 

Havre, Montana 9:30 a.m.  10:30 a.m.  

East Grand Forks, Minnesota 8:30 a.m.  10 a.m.  

Aspen, Colorado 9:30 a.m.  10:30 a.m.  

Canby, Oregon 10 a.m.  12 p.m.  

Miamisburg, Ohio 8:30 a.m.   9:30 a.m.  

Memphis, Missouri 9 a.m.   10 a.m.  

Wausau, Wisconsin 8:45 a.m.   10 a.m.  

Burlington, Iowa 9 a.m.   10 a.m.  

  
Check and early morning ACH presentment information is available by 9:30 a.m. ET (using our 
Miamisburg, Ohio site). Using SinglePoint, the State can access summary or detailed account 
information including check images and check transaction details.  
 

c. What is the average percentage of the final presentment available at the 1st 
presentment time? 
 
For our Miamisburg site, 99.97 percent of items are in the first presentment. 
 

d. Is automatic funding of the controlled disbursement account from a main account 
possible? 
 
Yes. 

 
12. Stop Payments  

a. What initial term options are available for stop payments? 
 
The default for a SinglePoint Stop Payment is 12 months; optional expiration periods of six or 
24 months are available. 
 

b. Are stop payment requests effective immediately? If not, how long does it take for a 
stop payment request to become effective? 
 
Stop payments may be requested at any time during business hours. We cannot guarantee a stop 
payment will be enforced during the first 24 hours because the check may have already been 
cashed by a teller. 
 

c. Will the system automatically verify if a check has been paid before processing the 
stop payment? 
 
SinglePoint provides a check paid inquiry function to verify the check has not cleared before 
placing the stop payment. SinglePoint checks the last 90 days of posted check transactions to 
verify non-payment. If the check has been paid in the last 90 days, a message will display stating 
the check has been paid. 
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d. Is there a report that lists stop payments that are set to expire? 

 
Yes. You have access to a weekly report that displays stop payments set to expire that week. 
Additionally, the Manage Stop Payment Expirations page provides a list of all stop payments that 
have expired or are set to expire in the next five days. 
 

e. Can stop payments be automatically renewed? If so, for how long? 
 
No. You can choose to either renew the existing stop payment or place a new stop payment after 
the original stop has expired. 
 

f. If using positive pay, can a cancel be placed on an outstanding check in lieu of a stop 
payment? 
 
U.S. Bank recommends placing both a cancel and stop payment. 
 

13. ACH Processing  

a. Please provide a comprehensive discussion on the various methods for initiating ACH 
origination transactions (i.e. direct entry, upload to the online platform, secure file 
transmission, other etc.) For each method, please discuss: 
i. The transmission protocols supported 

Please refer to the Exhibits Section, Data Transmission Options, for complete detail. 
 
ii. The encryption method that is supported or required 

Direct Transmission Origination 
U.S. Bank processes and originates NACHA formatted files on behalf of our originating 
customers, supporting several transmission protocols, including Secure FTP, Secure 
Command Line FTP and Secure HTTPS. Data communication technical specifications are 
described in the Exhibits Section, Data Transmission Options. 

Implementation and Installation 

Our Managed File Services team works with the State to establish and test the 
communications link between our two systems. Simultaneously, our ACH operations 
group enters your information to establish the State on our ACH system.  
  
Once connection is established, U.S. Bank begins testing ACH file format compatibility. 
We require two successfully tested files containing unique data before transferring into 
production. 

Production Environment 
When connection and file format testing is completed, U.S. Bank sends PIN information 
for entering the State’s control totals into the ACH file confirmation system. The State has 
three options for confirming files: 

▪ Option 1: ACH File Confirmation Service with system confirm—This option 
provides the State the ability to continue to call in your control totals to the voice 
response unit (IVR) using your PIN and also require or request some form of 
confirmation. This option allows the State to manually call back into the system within 
the allotted time frame to confirm that your file has been received. This option will 
match the file totals on the transmission to the totals that were submitted into the 
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confirmation system. the State may choose to provide control totals and not access 
the manual confirmation notice. 

▪ Option 2: ACH File Confirmation Service with fax, secure email or transmitted 
confirmation—This option allows the State to use the ACH file confirmation service 
to call in your totals and receive a file confirmation back via fax, secure email or 
transmission. This option will match the file totals from the transmission to the totals 
that were submitted into the confirmation system.  

▪ Option 3: Automated File Confirmation—If the State does not want to call in 
totals but desires an automated solution, you have the option to transmit your file to 
U.S. Bank for processing and receive a confirmation back via fax, secure email or 
transmission confirming your file was received by ACH for processing. This option 
requires the State to notify U.S. Bank in the event information on the file confirmation 
does not match the information sent in the file. The file will be processed unless the 
State contacts U.S. Bank. 

  
Our network operations group issues a Connect ID that is unique to the ACH application 
and becomes part of the file that the State transmits to U.S. Bank. ACH services 
processing hours are from 1 a.m. ET Monday to 1 a.m. ET Friday. 

SinglePoint Origination 

U.S. Bank formats all ACH batches and transactions that are sent through SinglePoint 
ACH services. We format batches to NACHA specifications on behalf of our clients. 

Implementation and Installation 

The implementation coordinator works together with the State to:  

▪ Set up the State on the U.S. Bank ACH system 

▪ Define settlement accounts 

▪ Assign ACH company IDs and add them to SinglePoint 

▪ Assign entitlements to ACH users 

▪ Send payment security tokens to authorized users 
 
iii. If a transmission mailbox is used, what restrictions are in place (can an agency 

send and receive via the same mailbox, are discrete mailboxes needed to 
support particular sub-services (e.g. ACH Origination, Returned ACH, and 
Received ACHs)) 

 
As long as the transmissions share the same point, there can be multiple ACH company 
IDs in a file. It is not recommended for files coming from different physical locations to 
share the same point. 

 
iv. Can multiple Company IDs use the same mailbox for file transmissions? 
 

The new platform has reduced the need for different mailboxes. Multiple file types can all 
be sent to the same mailbox; however, they require a unique file name so the State can 
recognize which file is which. The State will have one In box, and one Out box all within 
one mailbox. 

 
v. Are control totals required to be submitted for an ACH batch? How are ACH 

control totals communicated to the bank (i.e. phone, online, email)? 
 

The State can opt to enter control totals after sending your file transmission as an 
additional security measure. Control totals compare the amount of the file you sent against 
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a total you validate with U.S. Bank. This is done to ensure the correct total of transactions 
has been sent.  
 
There are two ways that you can enter control totals: the SinglePoint web portal and 
interactive voice response (IVR).  
 
If we receive a file from you and do not receive your control total entry within 30 minutes, 
ACH production will make a call to the designated contact person for the State.  

 
vi. Does the bank provide automatic file receipt acknowledgements? Is so, how is 

the acknowledgement transmitted? 

 
Yes, U.S. Bank can provide an automatic file receipt confirmation within 30 minutes to 
one hour of receiving the State’s ACH file. The ACH file confirmation notification 
provides information from the file including: 

▪ File creation date and time 

▪ File ID modifier 

▪ Batch count 

▪ Entry and addenda 

▪ Debit and credit amount 

▪ Positive or negative confirmation regarding the file 
  
For negative confirmations, the State is instructed to contact our ACH services 
department for further assistance. 

  
vii. What controls (i.e. dual authorization) are available to separate payment initiator 

and payment approver roles? Are payment initiators and payment approvers 
required to use a security token to authorize ACH transactions? 

 
SinglePoint ACH authorization provides for the use of multilayer approvals before file 
submission. The SinglePoint system administrator can set up one user to submit the file 
and another user to approve based on a predetermined ACH file limit. Entrust tokens are 
required to transmit ACH transactions 
 
For security, SinglePoint employs 128-bit encryption, SSLv3, individual customer IDs and 
passwords. Additionally, Entrust tokens are required to transmit ACH transactions. 
 

viii. Are templates used/required for direct entry of transactions? 
 

The State can create and maintain templates of repetitive transactions with SinglePoint 
ACH services. You can set up templates within minutes without intervention from 
U.S. Bank. 

 
b. When does the Firm need the file from the State for payments to be made on a same- 

day, next-day and 2-day settlement? Please complete the following table: 

 Same-Day 
(to a different 

financial 
institution) 

 
Next-Day 

 
2-Day 

Deadline for File Transmission 
1 p.m. ET – NACHA 
formatted files 

 11:30 p.m. ET one 
business banking 

 11:30 p.m. ET two 
business banking 
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c. Which network does your Firm process ACH transactions through – NACHA or the 
Federal Reserve’s Automated Clearing House? 
 
U.S. Bank utilizes the Electronic Payment Network (EPN). 
 

d. How frequently does your Firm send ACH transactions to NACHA or the Federal 
Reserve’s Automated Clearing House? If there is a set-schedule, what times do you 
transmit? 
 
U.S. Bank send files six times per day. Transmissions are scheduled; however, times can vary 
slightly depending on how long the window runs (driven by volume processing in the window). 
 
Send times listed below (24-hour clock): 

▪ 24:06 ET 

▪ 21:25 ET 

▪ 16:36 ET 

▪ 13:38 ET 

▪ 08:54 ET 

▪ 05:52 ET 
 

e. Discuss the Firm’s methodology for determining debit and credit exposure limits. 
Confirm that your Firm is willing to commit to an ACH exposure limit inclusive of all of 
the State’s payment requirements. 
 
U.S. Bank can and will commit to an ACH exposure limit that includes all of the State’s payment 
requirements as outlined in this proposal. 
 
The major factors U.S. Bank considers to determine exposure limits are: 

▪ Anticipated peak debit and credit transaction volume 

▪ New or existing relationship with U.S. Bank 

▪ Whether the State is an individual subsidiary or division of a company 

▪ Type of origination methods used 

▪ Origination frequency 

▪ Types of ACH files transmitted: credit (payment), debit (collection) or both 

▪ Approximate total value of files 

▪ Out-of-the-ordinary files that may affect daily limits 
 

f. What would happen to a file if OST exceeded its daily exposure limit? 
 
If an ACH file would trip the daily exposure limit, the file would be suspended immediately and 
our operations group would contract your relationship manager altering her of the event. In turn, 
the relationship manager would contact the appropriate State representative to discuss the event 
and possible solutions to complete file processing.  
 
Relationship managers continually monitor their clients’ ACH activity, using various daily, weekly 
and monthly reports to assist them. If ACH activity encroaches upon established processing 
limits, the State’s relationship manager can increase existing limits and notify the State. 
 

g. Does the Firm accept both debits and credits on the same file? If so, discuss any 
additional requirements.  
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Yes. We accept both debits and credit on the same file. There are no additional requirements.  
  

h. Can transactions be added online for future processing dates? What is the Firm’s 
maximum retention for future dated transactions? 
 
Yes. The U.S. Bank ACH data warehouse retains future-dated transactions for up to 31 days 
from the initial transaction. 
  

i. Does your Firm offer Same Day ACH transaction capability? If so, describe the 
process for initiating transactions and any limitations on the use of Same Day ACHs. 
 
Yes. U.S. Bank offers same day ACH origination services on an opt-in basis. By opting in to 
same day ACH Origination, the State can originate both credit and debit transactions to post to a 
receiver’s account at another financial institution the same day.  
 
To originate a same day ACH transactions, the State must set the effective date for today and not 
for a future date.  
 
The final cutoff time for direct file transmission of same day ACH files is 1 p.m. ET for clients 
sending a NACHA formatted file. The cutoff is 12:15 p.m. ET for clients originating same day 
ACH transactions using SinglePoint ACH origination. The deadline for file submission is 11:15 
a.m. ET for clients sending non-NACHA files for data translation or using U.S. Bank 
Consolidated Payables. 
 

j. How are returned and rejected ACH transactions handled? What information does the 
Firm provide to assist in identifying returned and rejected ACH transactions? When is 
this information available? 
 
ACH returns are received from the receiving financial institution with the specific reason code 
such as closed account, NSF or wrong number. 
 
If an item is returned to U.S. Bank, two report types are available: 

▪ Return Resolution Report—Identifies return items received. Settlement is offered as 
consolidated settlement at the batch level or settlement as a per item.  

▪ Unresolved Return Report—Lists items that cannot be automatically matched by the ACH 
system, and therefore will not report on automated returns reporting. Reports are faxed to 
you as the items are manually settled to originators. 

 
Available to the State on a next business day basis through the following options:  

▪ Information reporting service—ACH Return/NOC Report is available on SinglePoint. 
The State can access the data by 11 a.m. ET the next business day. Data is available for five 
business days. The Returns report is also available via fax. The State may request returns via 
file transmission provided in a NACHA formatted file.  

▪ Fax—Data is sent to the customer by 1 p.m. ET, but is usually distribution by 11 a.m. ET. 
If the State does not select another report option, fax is the default. 

▪ Direct transmission—Data is available by 11 a.m. ET (or out of every ACH processing 
window) and is provided in a NACHA formatted file not in report format. On days when 
there is no data to send to the State, the file transmitted will contain a NACHA format 1 and 
9 record for the empty file. This is the default for a nil or empty file report. Other options a 
customer can select is to receive a file stating “No data to send” or they can choose to not 
receive a file on the days when there are no returns or NOCs to report.  
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U.S. Bank matches ACH return items to a combination of the following on the control file: 
▪ Trace number 
▪ Receiving financial institution routing and transit number 
▪ Credit versus debit transaction code 
▪ Dollar amount 
▪ Account number  
 
If one of these fields does not match, the returned item becomes an unresolved return. 
▪ U.S. Bank ACH reviews each unresolved return and if the returned item is still unresolved, 

may then settle the amount to the State’s settlement account. 
▪ The exception does not appear in the State’s information reporting since they are handled 

manually due to the original item no longer existing within the ACH system.  
▪ We manually fax all unresolved return reports to the State. The volume of unresolved 

returns is very low. 
 
U.S Bank ACH return item processing is completed at end of day, at which time funds are 
posted to the account. ACH return reports are available the next business day. There are three 
options for viewing previous day settled ACH returns online:  
▪ ACH Settlement report 
▪ ACH Return and NOC report via special reports 
▪ ACH Return and NOC report via standard reporting (includes advanced filter, sort and 

export options)  
 
Each of these reports is available from SinglePoint’s special reports menu. ACH returns can also 
be reported back to the State via fax or transmission. The ACH Return Transmission reports 
previous day settled returns or current day returns that will settle at end of day and is available by 
10 a.m. ET. 
 
Additional return and notification of change items are sent from other financial institutions with 
same day ACH items. These items appear on the ACH Return reports the following business 
day. If the State opts to receive your return and NOC information in a NACHA formatted file 
via direct file transmission, you may opt to add another return settlement later in the day and 
receive those additional items in another transmission file. 
  

k. If an individual ACH transaction within a file is rejected, will the entire file be rejected 
and not processed? How will the individual rejected ACH transactions be 
communicated? 
 
Yes. U.S. Bank will reject the entire file if an individual item is rejected. U.S. Bank applies 
detailed edits and validates each file processed to payment instruction files received. In the event 
that the file is rejected, our Production Support group will contact the appropriate State 
representative to resolve the issue. 
 

l. Is pricing different if ACH transactions initiated from a standard NACHA file is 
transmitted via your Firm’s online reporting system or through a secure FTP process? 
 
Our pricing methodology is consistent across all platforms. 
 

m. For outgoing ACH transmissions, what options are available in transmitting addenda 
information (i.e. CCD, CCD+ and CTX)? Is there any special processing requirements 
or can this information be added to the NACHA file? Are there any additional costs 
associated with sending addenda information? 
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There are no special processing requirements for transmitting addenda and no other options. 
There is a fee accessed for each addenda record originated. 
 
The following table indicates the payment and message types U.S. Bank originates, based on the 
State’s format. 
 

Formats 
Accepted 

Payment and Message Types Originated by U.S. Bank 
ASC X 12 NACHA 

Check Fedwire 
Virtual 
Card 820 835 CCD CCD+ CTX 

ACH CCD X X X      

ACH CCD+ X X  X     

ACH CTX  X X   X    

ASC X12 820 X  X X X X X X 

ASC X12 835  X X X X X   

XML X X X X X X X X 

  
n. Can the Firm accommodate the State’s current process for the STRIP program, as 

found in Appendix A? 
 
Yes. U.S. Bank can accommodate your requirements and process for the STRIP program, 
provided the file is submitted to the State by 3 p.m. ET, two days prior to the settlement date of 
the file. 
 

o. Can the Firm meet all of the pension and payroll direct deposit requirements listed in 
Appendix G? 
 
Yes. U.S. Bank can accommodate your requirements and process for the pension and payroll 
direct deposit requirements. 
 

14. Incoming Electric Transfers 

a. Describe any solutions your Firm offers to help identify and differentiate incoming 
electronic transfers, similar to Universal Payment Identification Codes (“UPICs”). If 
your solution does not rely on UPICs, please explain the features and the benefits of 
your Firm’s solution. 
 
Providing the originator sends the appropriate information which would enable the State to post 
the ACH transactions, the following two solutions may assist the State in identifying electronic 
transactions.  

U.S. Bank VantagePointTM 
U.S. Bank VantagePoint is a centralized receivables management solution that redefines how the 
State could manage and interact with their payments, data and images, and streamlines payment 
posting. This solution would allow the State to capture and identify ACH transactions, by ACH 
Company ID, identifying the sender. Payer file names can be created by the State and uploaded 
to VantagePoint to provide matching as well. 

Benefits  

▪ Accelerate cash application by streamlining the receivables processes through centralized 
exception management and integrated reporting 

▪ Improve Days Sales Outstanding (DSO) 
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▪ Enable A/R automation and improve workflow with data consolidated from disparate 
payment channels into one intuitive interface 

▪ Enhance decision making through better data for reporting and trend analysis 

▪ Increase the ability to evaluate receivables management performance with improved access 
to data 

U.S. Bank ACH Data Capture  
Our ACH data capture will provide the State with customized transactional detail reporting on 
incoming (received) or outgoing (originated) ACH transactions. You can specify what 
transactional data to capture upon setup to fit their particular reporting needs. Clients utilizing 
ACH data capture usually receive a data file back via data transmission to upload into their 
database. 

Benefits 

▪ Customize to your ACH reporting needs—The State can define the transaction detail you 
want and report back on received items (only) by SEC Code, Tran Code, account number, 
routing number and account prefix or suffix. This will help you to view only the information 
you need, making reconcilement easier. 

▪ Output options—ACH data capture is available via data transmission, U.S. Bank 
Information Reporting, fax and secure email. A data file transmission can include the State’s 
assigned codes to facilitate electronic posting to your internal accounting system or other 
applications. 

▪ Timely information—Comprehensive, detailed reporting occurs the business day after 
originated or received ACH transactions post to the State’s checking accounts. As a result, 
you will not have to wait for periodic account statement to receive this information. 

 
i. If an alternative solution is recommended above, is your Firm still able to offer 

UPICs as a solution? 
 

Yes. U.S. Bank offers the UPIC® secure account identifier and will work in conjunction with 
the above solutions. NOTE: A UPIC is portable and the State can utilize the same UPIC 
when converting to the new provider. 

 
b. How can OST gain access to addenda information (i.e. CCD, CCD+ and CTX) for 

incoming ACH transactions? 
 
SinglePoint can display remittance information associated with received ACH or Financial EDI 
transactions. The State can access the following reports from the special reports menu to view 
remittance information detail: 

▪ ACH Transaction Capture  

▪ ACH Received Item  

▪ EDI Remittance  

▪ ACH Addenda Reporting (BAI) 
  

Each report summarizes remittance information and provides enough detail to update internal 
accounts receivable systems. 

  
We can also transmit a NACHA formatted file of received ACH transactions, which includes 
addenda. 
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i. Can this information be viewed online with current and previous day reporting, or 
does the State need to download special EDI reports? 

 
Yes. Please refer to our response above for detail. 

 
ii. Are reports available in human readable formats? 
 

Yes. Information is retrievable from SinglePoint in PDF, BAI2, CSV and human readable 
text file formats. Our retrievable format through direct transmission is BAI2. An EDI 821 is 
available through data integration. 

 
iii. How are the charges assessed for receiving addenda information (by number of 

characters, number of lines, transaction)? 
 

Charges are access on a per addenda basis. 
 

c. How will the Firm assist the OST in ensuring payers send ACH transactions to the new 
banking information? 
 
The UPIC is portable and owned by the ACH operator. The State can utilize the same UPIC 
when converting to the new provider and no conversion is necessary. However, the UPIC will 
have to point to the new checking account. 

 
15. Fraud Protection & Controls  

a. What controls are in place to protect against lost files, duplicate transmissions and 
ACH file edits? 
 
The ACH File Confirmation process detects missing files by matching the control totals reported 
to U.S. Bank by the State with the transmitted files. The ACH system detects duplicate files by 
comparing newly transmitted files with the State files processed in the prior 30 calendar days. 
U.S. Bank notifies the State by phone regarding any possible duplication or loss of files. 

 
b. Describe the Firm’s ability to block unauthorized ACH debits received. If the Firm 

provides ACH debit filtering, what level of filtering can be applied (originator, 
originator & dollar amount, etc.)?  
 
U.S. Bank offers an ACH filter and block service that enables the State to protect deposit 
accounts against unauthorized ACH debit and credit transactions. 
 
Various criteria are used to authorize some ACH debits and/or credits for posting while 
excluding others. U.S. Bank filtering criteria, which may be used individually or in any 
combination, includes: 
▪ Trancode—Credits, debits or both. 
▪ Customer—Only allows transactions to post from a defined company ID or company 

name.  
▪ Dollar threshold—Sets exact or maximum dollar amount limit. For example, if the State 

establishes a maximum limit of $50,000, ACH filter would allow all items up to $50,000 to 
post. Items over that amount would be returned to the originator of the transaction. 

▪ Date range—Allows the State to authorize items to post between certain dates. 
▪ Number of ACH transactions by vendor—Authorizes a specific number of ACH items 

by vendor. For example, the State can authorize ACH debits from a particular vendor to 
post six times. If a seventh item were submitted, it would be rejected. 
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▪ Single item—One-time item. For example, if the State has a maximum threshold on the 
account and is expecting a large dollar item, you can instruct U.S. Bank to allow that item to 
post. Other items over the specified maximum amount will continue to be filtered out. 

▪ Recurring item—Authorizes specific recurring items. 
▪ SEC Code—ARC, POP, RCK, WEB and TEL via the U.S. Bank Business eCheck Block 

service. 
 
We also have the ability to combine the number of debits allowed with a specific date range. For 
example, if the State only wants three debits from a certain originator in the month of July, we 
could set the parameters to begin accepting debits with a start date of 07/01/20XX and an end 
date of 07/31/20XX. Then, we could also specify only three cycles within this timeframe. If a 
fourth debit is received within this timeframe, it would be rejected as not authorized. 
 
Clients may access ACH Filter reports through the U.S. Bank SinglePoint ACH service. These 
reports are provided at no additional cost to help you manage your authorizations and rejected 
items. The reports that are available via SinglePoint on a next business day basis are: 

▪ ACH Filter Rejected Item Report—lists filtered and rejected items 

▪ ACH Filter Authorization Report—lists items authorized to post to an account 
 
You may view ACH transactions that posted to their account through SinglePoint Information 
Reporting ACH Detail reports. 
 
Business echeck block is also available and allows the State to block WEB and TEL payment 
types and the converted check payment types ARC, POP and RCK. 
  
Additionally, the State can use SinglePoint ACH Positive Pay to add new authorizations to 
accounts online. Once the State receives the transaction, a user can add the specific authorization 
(Company ID) directly to ACH positive pay, and then manage the authorization. If the specific 
authorization is valid and the State allows it to continue, the State will not have to add the 
authorization again. 
  
Authorizations are a set of rules the State can establish to determine which incoming ACH 
credits and debits should be allowed to post to the State’s accounts. 
 

c. With ACH debit blocking, does the Firm notify the State of attempts to debit funds that 
have been automatically rejected? 
 
No. U.S Bank will not notify the State when attempts to debit funds have been rejected. 
Additionally, there are no specific ACH block customer reports available. 
 

d. Does the Firm offer ACH positive pay (ability to make pay / no pay decisions on 
unidentified transactions)? 
 
Yes. This service is available through SinglePoint ACH Positive Pay, which will provide the 
ability to make pay or no pay decisions on unidentified transactions. Additionally, the State can 
introduce additional security to ACH positive pay processing by using ACH positive pay dual 
authorization. With dual authorization, approvals can be required for all exception and 
authorization actions or only for actions related to items over a client-specified dollar threshold, 
called the zero-approval amount. 
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e. Can accounts be designated “post no checks” to prevent any check from clearing? 
i. If your Firm does not offer this service, who is liable if a fraudulent check is 

presented and the account is not set up with positive pay? 
 

Yes. The State may put a check block on your account to prevent any checks from being 
processed. This is a free service. We recommend U.S. Bank Check Block service for those 
demand deposit accounts where there are no checks written in order to prevent any checks 
from being processed from these accounts.  

 
16. Wire Processing  

a. Discuss the process the State must use to set up repetitive wire transfers with the 
Firm, including communication methods (e.g., written request, fax, PC, Internet). 
 
We offer the State the following options for establishing repetitive wire transfers: 

▪ Internet—You can request repeat codes online via SinglePoint. Additionally, you can create 
wire transfer templates that provide repetitive wire data for your use. The wire transfer 
system treats templates as non-repetitive transactions since they can be modified by a single 
individual with access to your SinglePoint.  

▪ Mail—Mailing the authorized request form is the standard method to request repeat codes 
if you do not use SinglePoint Wire Transfer. 

▪ Other—You can request the set-up of a repeat code for use as a repetitive wire transfer by 
completing our Wire Transfer Repetitive Transfer Authorization form. Repeat codes are 
uploaded into SinglePoint for use. If you utilize batch wire, you can use repeat codes within 
your transmitted files. 

We process online requests for repeat codes for repetitive wire transfers within five business 
days. When a repeat code is ready to use and uploaded to SinglePoint, we provide a confirmation 
message. We also mail you a confirmation. 
 

b. Please fill in the following table with the cutoff time for an Outgoing Domestic Fedwire 
by origination method. 
 

 Online Phone 

Outgoing Domestic Fedwire 5:30 p.m. ET 5:30 p.m. ET 

 
Please refer to the table provided below in response to Question d for a more complete listing 
of our cutoff times. 

  
c. If wire transfers can be initiated online, describe the system’s security features. Can 

varying degrees of authorization be set (i.e. multiple authorizers, maximum dollar 
amounts, etc.)? 
 
Security safeguards for each U.S. Bank wire initiation method are described in the following 
table. 

  

Initiation Method Security 

Voice 

▪ We issue a user PIN, which is required to request wire transfers. 
▪ We perform callbacks on all non-repetitive wire transfers initiated exceeding $10,000. 
▪ You grant individuals callback approval authority as set forth in the Wire Transfer Agreement. 
▪ Dollar amount limits are set for users for initiation and approval. 

Internet: SinglePoint  ▪ A password and user ID are required to log in to SinglePoint. 
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▪ A VeriSign token is required to enter the wire transfer service within SinglePoint. 
▪ We issue a user PIN, which is required to request wire transfers. 
▪ A secondary authorization (approver) is required on all free-form wire transfers. 
▪ Dollar amount limits are set for users for initiation and approval.  
▪ Cumulative dollar amount limits per day for initiation and approval are also available.  
▪ 128-bit SSL encryption through the browser encrypts the entire SinglePoint session. 

CPU to CPU: Batch 
Wire/Real Time Wire 

Security procedures for wire initiation approval and submission are defined, managed and 
maintained at your site prior to the wires being sent to us for processing.  

 
d. During what hours is the Firm’s wire transfer system available? When is the customer 

service staff supporting the wire transfer system available? 
 
The following are our opening hours and cutoffs in Eastern Time for initiating wire transfers to 
ensure same day execution.  
 

Wire Type 
Initiated 

Outgoing Wires 

Incoming Wires Voice & 
Phone 

Real-Time 
Wire 

BatchWire 
and SWIFT 

MT101 

SinglePoint 

Domestic Same Day 

Internal / Book 7 p.m. 7 p.m. 5 p.m. 7 p.m. 7 p.m. 

Drawdown 5:30 p.m. 5:55 p.m. 5 p.m. 5:30 p.m. 6 p.m. 

Fedwire 5:30 p.m. 5:55 p.m. 5 p.m. 5:30 p.m. 6 p.m. 

Federal Tax 
Payment 

3:30 p.m. 5:55 p.m. N/A 3:30 p.m. N/A 

Domestic Future Day 

Book 7:30 p.m. N/A 5 p.m. No deadline N/A 

Drawdown 7:30 p.m. N/A 5 p.m. No deadline N/A 

Fedwire 7:30 p.m. N/A 5 p.m. No deadline N/A 

Federal Tax 
Payment 

3:30 p.m. N/A N/A 7:30 p.m. N/A 

International Same Day* 

U.S. Dollar 6 p.m. 5 p.m. 5 p.m. 6 p.m. 7 p.m. 

Foreign Currency 5 p.m. 5 p.m. 5 p.m. 5 p.m. 5 p.m. 

International Future Day 

U.S. Dollar 7 p.m. N/A 5 p.m. No deadline N/A 

Foreign Currency 5 p.m. N/A 5 p.m. No deadline N/A 
*International wire transfers are sent on the day U.S. Bank is instructed to send it. The value date defines the date the beneficiary should receive the 
funds within their account. However, U.S. Bank does not have control over an international bank and the process they use to complete the wire. 

 
e. Once the Firm is in receipt of instructions, how long does it take the Firm to send the 

wire? 
 
Wires are processed in a real-time environment. 
 

17. Digital Payments 

a. Does the Firm offer a digital payments solution, where payments can be made to an e- 
mail address or phone number? 
 
Yes. U.S. Bank does offer a digital payments solution through Zelle, where payments can be 
made to an email or phone number. This network/solution reaches over 50 percent of all 
domestic, mobile banking customers and over 60 participating financial institutions. In 2017, 
over $75 billion were moved using Zelle. 
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We are both an equity owner of Early Warning Systems, the company managing the Zelle 
network, and a member bank in the network. 
 

b. Describe how payments made to individuals are initiated. What information needs to 
be entered? Please provide a screen shot of this functionality from the online platform. 
 

 
 

1. The State initiates payments to consumers via file transmission or API to U.S. Bank. 
2. U.S. Bank queries the Zelle network directory to determine enrollment status of consumer 

recipeints. 
3. Zelle provides alias enrollment status back to U.S. Bank. 
4. For consumers enrolled in the Zelle network, U.S. Bank provides payment information 

(amount, memo, sender name) to the Zelle network. 
5. Zelle sends payment notification to the receiving financial institution. 
6. The consumer recipient’s account is credited and a message is sent to the consumer’s alias 

(mobile phone or email address) notifying them of the payment.  
 

c. Is dual authorization for digital payments required? 
 
Yes. The solution supports originator designated maximum individual payment amount and 
maximum file total amount for compliance with risk/process controls. 
 

d. Can a dollar threshold for individual digital payments be imposed? 
 
Yes. The solution supports originator designated maximum individual payment amount and 
maximum file total amount for compliance with risk/process controls. 
 

e. Are the credentials for an individual to initiate digital disbursement a separate 
functionality within the Firm’s online reporting system or is it combined with other 
transactional capability (i.e. ACH permissions)? 
 
Payments instructions are sent to the bank via file transmissions or web messaging (API). 
Controls for entry and file release are maintained and exercised by the originator. Initiation via 
our SinglePoint online portal is on our roadmap for expanded functionality and will utilize dual 
authorization and discrete access/permissions. 
 

f. How long does it take the recipient to receive confirmation that they have received 
funds post transmission? 
 
Payees receive a message via email or text message within minutes of payment origination, 
notifying them of a pending payment or requesting registration with the Zelle network. 
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Originators can choose to initiate payments immediately or within two days, enabling the speed 
of delivery to match the State’s intent. 
 

g. Does the recipient have to “claim” funds or is automatically “pushed” to the 
individual’s bank account? 
 
Payments to recipients already signed up with the Zelle network receive their payments without 
taking any additional action. Payees that are not on the Zelle network are required to register to 
receive payment. The invitation to join sent via text message or email includes a link to the 
registration page to simplify payment completion. 
 

h. What happens to funds that are not claimed or an e-mail address or phone number that 
is not already linked to a bank account?  
 
U.S. Bank offers an enhancement to our Zelle payment initiation solution, enabling the 
originator to select a payment expiration timeframe and automatically convert the unclaimed 
Zelle payment to a check. This check is printed, inserted, and mailed to the payee, while 
reporting is provided to the originator and a check issue file is passed to the account’s positive 
pay fraud protection. If the check service is not selected, expired payments are reported to the 
State for issuance via another solution. Because the originating account is debited when the 
payment is completed, rather than initiated, refunds are not required for expired payments. 
 

i. How many days does recipient have to claim this payment? What happens if a 
recipient does not claim a payment? 
 
The originator may select a payment expiry of 0 to 14 days. Unclaimed Zelle payments are 
reported to the originator or converted to check depending on the selected features. 
 

j. Can your Firm’s platform integrate with other common digital payment platforms (i.e. 
Apple Pay, Google Pay, Samsung Pay, Microsoft Wallet, Visa Checkout, etc.)? 
 
U.S. Bank offers Real Time Payments, same day ACH and is developing Visa Direct and 
Mastercard Send solutions to complement our Zelle solution.  
 

18. System Administration  

a. Please describe your Firm’s system administration capabilities. Can a multilevel 
hierarchy be established (i.e. Treasury (parent), agency (child), user (grandchild))? 
 
Your SinglePoint system administrator serves as the State’s security manager. Your system 
administrator: 

▪ Creates, modifies and deletes SinglePoint users  

▪ Requests and maintains tokens, required to initiate payment transactions 

▪ Sets and modifies user payment and transaction quantity limits 

▪ Assigns user access to services and accounts 

▪ Assigns initiation and approval entitlements 

▪ Sets approvals for payments 

▪ Reorders and renames accounts 

▪ Sends passwords reset requests for own and other users’ passwords when necessary. Regular 
users can change their own passwords within SinglePoint or using the Forgot Password tool. 

  
Audit features include: 
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▪ User activity audit reporting for all of the services 

▪ Token maintenance and status reports 

▪ User profile reports 

▪ Account profile reports 

▪ Service profile reports 
 
Multilevel hierarchies can be established. 
 

b. Can additional hierarchy levels be added? 
 
Yes. 
 

c. Describe the process of granting entitlements and access to individual users. Can 
agency heads (child) be delegated the responsibility for maintaining end-user 
(grandchild) entitlements? 
 
Upon implementation, a system administrator is appointed who will have the necessary 
functionality to grant entitlement to users. That process is simple and only takes minutes to grant 
specific authorities to State-approved personnel. To grant entitlement, the system administrator 
would go to the Manage Users function on the left-hand navigation area of SinglePoint and 
identify the User ID to grant entitlements, select the “Available Action” drop down box and 
click assign accounts. The administrator will then assign the accounts to which the new user will 
have access and select the appropriate functionality that the State has authorized the user to have 
(e.g., ACH, wire). Once completed, the administrator will click “Submit.” If the State chooses to 
have a second approver, the request will be sent to the respective approver for final approval. 
 
The system administrator has the authority to: 

▪ Create, modify and delete users. 

▪ Assign user access to services, functions within services, accounts for viewing and transfer 
dollar limits. 

▪ Inactivate and reactivate users. 

▪ Reset user passwords. 

▪ Rename (nickname) accounts and reorder how the accounts appear when listed in 
SinglePoint. 

▪ Change settings at the global (client-wide) level. For example, system administrators can set 
or change the number of required approvals for a wire transfer. 

▪ View, audit and profile reports for all users. 
 
Agency heads can be delegated the responsibility for maintaining entitlements. We offer a dual 
system administration option upon set-up for added control. If you select this option, all changes 
to user access or limits will require a second system administrator (agency head) approval to 
process.  
 

d. Can the State designate administrators? 
 
Yes. That function is entirely in the hands of the State. 
 

e. What levels of authorization (i.e. accounts view, transaction capabilities, etc.) can be 
permitted or turned off for individual users? 
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System administrators can modify user entitlements, account access and transaction limits at any 
time with immediate updates or change user status for interim periods. Entitlements can be 
assigned by service area, function and account access. Your system administrator can set user 
payment limits for ACH, book transfers and wire transfers. The following table describes 
SinglePoint user entitlement by service. 
 

Service Entitlements Access and Limits 
ACH Batches: 

▪ Initiate batches 

▪ Approve batches 
 
Templates: 

▪ Create template 

▪ Approve template 

▪ Export template 

▪ Access to accounts 

▪ Providence level limits 

▪ User level batch initiation limits 

▪ Per Batch 

▪ Daily cumulative limit 

▪ User level batch approval limits 

▪ Per Batch 

▪ Daily cumulative limit 
ACH additional services Allow access to the ACH activity schedule, 

control totals, positive pay warehouse 
search services 

Access to accounts 

Account reconciliation Allow access to account reconciliation 
reports.  

Access to accounts 

Book transfer ▪ Initiate 

▪ Approve 

Access to only U.S. Bank accounts 

Cash vault ▪ Allow access to online ordering 

▪ Allow access to reports 

Access to cash vault locations 

External messaging Enable messages Delivery options: 

▪ Primary email 

▪ Secondary email 

▪ Mobile device 

▪ LaunchPoint page 

▪ Fax 
Image access Allow access to image service (images 

may be viewable in other services, such as 
reporting, without access to image access 
service) 

Access to accounts 

Image file delivery Allow access to image file delivery Access to accounts 

Information reporting ▪ View current and previous day 

▪ View and generate special 

▪ View images 

▪ View returned item images 

▪ Access to accounts 

▪ Access to specific special reports 

International banking 
services 

▪ View international balance pages 

▪ View and export international reports 

▪ Initiate report requests 

Access to accounts 

Investment reporting View and export investment reports Access to accounts 

Positive pay ▪ Decision 

▪ Approve decision 

▪ Access to accounts 

▪ Adjust amount, payee 
Reverse positive pay ▪ View transactions 

▪ Decision 

▪ Access to accounts 

▪ Adjust amount 
Stop payments ▪ Place stop payment 

▪ Approve stop payment 

▪ Modify stop payment parameters 

▪ Access to accounts 

▪ Up to 50 stop payments per 
submitted page 

▪ Up to 50 pages of stop payment 
submitted per session 
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Wire transfer Initiate 

▪ Domestic repetitive 

▪ International repetitive 

▪ Domestic non-repetitive 

▪ International non-repetitive  

▪ Repeat code request 
 
Approve 

▪ Wire transfer 

▪ Templates 

▪ Repeat code requests 

▪ Create templates 

Access to accounts 

▪ Limits--up to eight levels: 

▪ Initiate 

▪ Per transaction semi-repetitive 

▪ Per transaction repetitive 

▪ Per transaction non-repetitive 

▪ Daily cumulative (all types) 
 
Approve 

▪ Per transaction semi-repetitive 

▪ Per transaction repetitive 

▪ Per transaction non-repetitive 

▪ Daily cumulative (all types) 

 
f. When setting up a new user, can a current user’s profile be copied from one user to 

another? 
 
Yes. 
 

19. Online Reporting System  

a. Are there limits on the number of OST users that can have access to the Firm’s online 
website? 
 
No. 
 

b. How soon after the cut-off date are the following items ready? 
 

 Online By Mail 

Bank Statements Two business days Eight business days 

CD-ROMs Not applicable Five business days 

Partial Reconciliation 
Information 

Two business days Five business days 

Full Reconciliation 
Information 

Two business days Eight business days 

Account Analysis 
Statement 

Seven business days Eight business days 

 
c. Describe any recent or upcoming major upgrades to your Firm’s online reporting 

system. 
 
The most notable enhancement with the largest impact occurred in August 2017, which included 
24 months of extended retention for SinglePoint previous day and user audit information.  
 

d. Are there fees associated with user accounts for the Firm’s online website? 
 
There are no fees associated for account users and the number of users is unlimited. 
 

e. What time is previous day information available? 
 
Previous day information is available by 7 a.m. ET; however, often the data is available sooner. 
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f. Can electronic reports be customized by users within the Firm’s online platform? Can 

these customized reports be saved? Can the templates be shared with other users? 
 
Yes. SinglePoint allows the State to create custom reports based on your specified criteria. Your 
users can save the filters they build and share them with other users. Criteria available for 
customization include: 

▪ Remove and reorder accounts 

▪ Date range  

▪ Transaction types (BAI codes): 

• Summary code groups 

• Transaction detail groups 

• Individual BAI codes 

▪ Transaction amount or range of amounts 

▪ Transaction reference number or range of transaction reference numbers 
  

Additional customization is available for exporting files in CSV format, which allows you to 
remove fields and designate field position order. 

g. Complete the following table indicating how long each item is available online? 
Differentiate between the standard term and the terms available for an additional fee. 
Please note, this question is asking for how long the items are available, not when they 
are available. 

 Standard Term Optional Terms Available 

Prior / Previous Day Reporting 60 days Three, six, 12 or 24 months 

Current Day Reporting 10 days 10 days 

Monthly Account Statements 12 months 12 months 

Images of Disbursement Items Seven years Seven years 

Images of Items Deposited 
with RDC 

Seven years Seven years 

 
h. In what file formats can transaction data be downloaded? Can activity be downloaded 

into Excel? 
 
Yes. Information is retrievable from SinglePoint in PDF, BAI2, CSV and human readable text 
file formats. Our retrievable format through direct transmission is BAI2. An EDI 821 is available 
through data integration. 
 

i. What protocols are available for transmission of prior data with the State’s servers 
retrieving the file from the bank servers? Are these files transmitted by FTP? How 
early can these files be retrieved? 
 
For internet-based banking applications like SinglePoint, U.S. Bank hosts the secure connection, 
so no communication protocol is involved. For direct transmission of files, such as ACH or 
ARP, we support a wide range of protocols including: 

▪ SFTP (SSH), secure file transfer protocol  

▪ FTP, secure command line file transfer protocol  

▪ HTTPS, secure hypertext transfer protocol  
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▪ FTPS (SSL), file transfer protocol secure  

▪ Connect:Direct (VPN) 

▪ Applicability Statement 2 (AS2) 
 
For a complete description of communication protocols and methods supported for other 
services at U.S. Bank, please refer to the Exhibits Section, Data Transmission Options 
Matrix. 
 

j. What technology options would your Firm recommend OST use for archiving historical 
check images (i.e. CD-ROM, online retention, data transmission)? 
 
U.S. Bank would recommend a data transmission for archiving historical check images. Please 
note that U.S. Bank stores check images for up to seven years. If the State would ever have the 
need, images are available from Commercial Customer Service. 

  
k. For historical images of disbursement checks that are accessible online, does your 

Firm charge per image stored or per image accessed? 
 
U.S. Bank charges for both. 
 

l. Can historical images of checks be sent by transmission to the State for archival 
purposes (i.e. a full fiscal year)? If so, describe. 
 
Yes. U.S. Bank SinglePoint Image File Delivery will enable the State to receive a data 
transmission of images and associated index information on a daily, weekly, monthly, bimonthly, 
single use (one-time) or customized calendar basis using standard Internet-based File Transfer 
Protocol (FTP) methods. The images can then be imported into your image archive. 
 

m. If available, provide access to an interactive demonstration of the Firm’s online 
reporting capabilities. 
 
The State can access the online demo at www.usbank.com/sptdemo using the following ID and 
access code:  

▪ Access ID—easy12 
▪ Access code—all4u  

  
Note: If you have any trouble viewing the latest version of the online demo, try refreshing your 
browser. 
 

n. Describe any mobile applications that your Firm offers for smartphones or tablets. 
What banking services can be completed using these applications? Complete the 
following table indicating which banking functions can be completed through the 
mobile applications. 
 
SinglePoint Mobile is an integrated suite of treasury management services, providing time-critical 
functions designed to work on smartphones (such as iPhone, BlackBerry, Android and Windows 
Mobile devices).  
 
 
 
 

http://usbank.com/sptdemo
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Banking Function Yes / No 

Initiate a repetitive wire Yes 

Provide secondary approval for a wire transfer Yes 

Decision of positive pay items Yes 

Reset a user’s password Yes 

Obtain balance reports Yes 

Deposit an individual check Yes 

 
You can also view current day reports, such as ACH summary and detail, wire detail and/or 
lockbox summary and approve ACH batches, templates and book transfers as well as search for 
individual transactions against the current or previous day database, and receive and view 
messages. A token-generated password is required when performing any approval or initiation 
functions for wire transfer or ACH.  
 

o. What dual authentication protocols are available and does your Firm use (i.e. tokens, 
etc.)? 
 
SinglePoint offers dual system administration as an option upon setup. If you select this option, 
all changes to user access or limits require a second system administrator approval to process. 
The system administrator has the authority to: 

▪ Create, modify and delete users. 

▪ Assign user access to services, functions within services, accounts for viewing and transfer 
dollar limits. 

▪ Inactivate and reactivate users. 

▪ Reset user passwords. 

▪ Rename (nickname) accounts and reordering how the accounts appear when listed in 
SinglePoint. 

▪ Change settings at the global (client-wide) level. For example, system administrators can set 
or change the number of required approvals for a wire transfer. 

▪ View, audit and profile reports for all users. 
 
Tokens are required for ACH or wire transfers.  
 

p. Does the Firm’s online reporting system offer the ability to set and send e-mail alerts? 
 
Yes. Through the external massaging function via SinglePoint.  
 

q. Can electronic reports be scheduled to be generated automatically and e-mailed to 
designated users? 
 
Yes. These reports are generally emailed by 7 a.m. ET. Custom reporting and scheduling is also 
available. 
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r. Does your Firm offer any solutions where reports are directly downloaded and 
accessed from specific workstations? 
 
No. You can track which user accessed a report, but workstations are not identifiable.  
 

20. Reconciliation Services  

a. Does the Firm offer full Account Reconciliation Program (“ARP”) services? 
 
Yes. We offer partial account reconciliation program, partial positive pay, full account 
reconciliation program, deposit reconciliation (ARP) and full positive pay services.  
  

b. What report options are available for full reconciliations? Do these reports include 
information on check, ACH, and wire transactions? Provide sample reports. 
 
SinglePoint provides comprehensive and integrated reporting for check, ACH and wire 
transactions. The following reconciliation reports are available: 

▪ ARP Summary 

▪ Daily Outstanding 

▪ Daily Paid 

▪ Recon Data 

▪ Recon Outstanding 
 
Please refer to the Exhibits Section, Sample Reconciliation Reports.  
 

c. Describe how reconciliation data would be transmitted to the State? What data 
elements are available? 
 
SinglePoint interfaces with treasury workstations by providing data files in BAI II and/or CSV 
formats for import. Transaction information can be exported and downloaded directly from 
SinglePoint in BAI or CSV formats. Data can also be transmitted directly to the State. We offer 
file translation capabilities through our EDI offering for customized data transfer. 
 
Data Elements include:  

▪ Check Number 

▪ Amount 

▪ Paid (Cancel, Stop, Debit)  

▪ Date 

▪ Issue Date 

▪ Item Reference Number 

▪ Additional Data (from issue file if provided from the State)  

▪ Record type 
 

21. Account Analysis Statements  

a. Provide a sample analysis statement. How soon after month-end is the analysis 
statement available? 
 
When delivered via one of our online services, such as SinglePoint Information Reporting or 
EDI (available in the ANSI ASC X12 822 format), your account analysis is available the seventh 
business day of the month. If the analysis is mailed, mailing is generally complete by the eighth 
business day of the month, with the DDA being charged on the 10th business day of the month. 
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See attached Sample Analysis Statement, Exhibits Section.  
 

b. Can Association for Financial Professionals (“AFP”) Service Codes be included on the 
analysis statement? If not, does your Firm offer another report that provides this 
information? 
 
Yes. AFP Service Codes are offered as an option on your analysis statements. 
 

c. Are account analysis statements available online? How many prior months are 
available? Can the account analysis details be downloaded into Microsoft Excel? 
 
Yes. SinglePoint offers your account analysis statements online as part of the Special Reports 
module. Statements are available on the seventh business day each month and, like our paper 
statements, contain 12 months of history summarizing balances, earnings credit and net service 
charges. 
 

d. Is the Firm able to send analysis statements in an 822 file? 
 
Yes. 
 

22. File Transfers  

a. Can the Firm provide all of the file transfers required in Appendix F? If not, please 
explain any potential issues with meeting these requirements. 
 
Yes. We highly recommend reviewing these requirements further during our implementation 
process so we may further analyze data content and data mapping that will specifically meet your 
requirements.  
 

b. What type of confirmation(s) can the State receive that the direct deposit files were 
received and processed? Are email or mobile alerts available? 
 
The procedures we use to verify accurate and secure receipt of transmissions include: 

▪ Secure interactive voice response access with validation totals entered by the State, 
followed by bank confirmation that ACH file is received and processed—U.S. Bank 
offers touch-tone response access with validation totals followed by a confirmation from the 
bank that the ACH file was received and will be processed. the State can confirm receipt 
during a window beginning 30 minutes after validating control totals and ending one hour 
after control total validation. the State can confirm through fax, email, transmission or 
manually by re-accessing the Interactive Voice Response (IVR) unit. 

▪ Secure interactive voice response access with validation totals only—Clients 
originating through direct transmission can access the ACH file confirmation system by 
touch-tone telephone. the State enters transaction totals as prompted by an IVR. The IVR 
compares entered amounts with amounts on the file and confirms matches and 
discrepancies within 30 minutes of submission. The control totals and file should be 
submitted simultaneously. the State calls into the service and selects the confirmation option 
to validate entered totals. 

▪ The ACH File Confirmation process detects missing files by matching the control 
totals reported to U.S. Bank by the State The ACH system detects duplicate files by 
comparing newly transmitted files with the State’s files processed in the prior 30 calendar 
days. We notify you by phone regarding any possible duplication or loss of files. 
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c. How will the State be notified if a file fails to process correctly? What are the 

notification options? Describe the process of resolution if this happens to a payroll 
file. 
 
U.S. Bank ACH production staff notifies you if there is any kind of error that would prevent 
your file from processing. Staff also contacts you (via phone or email) if control totals are used 
and do not match. 
 
U.S. Bank suggests sending payroll files two business days prior to the effective date whenever 
possible to ensure open of business availability. 
 

d. If a direct deposit file is rejected, who can the State contact for resolution? 
 
Commercial Customer Service is available for resolution and can escalate to ACH Operations if 
necessary. 
 

e. Are there alternative file formats available that would provide more functionality than 
what the State is using now? 
 
Not at this time. SinglePoint provides a file export feature, which supports data export in BAI2 
comma separated (CSV) and Excel formats. The data extract files may also be exported. 
 

23. Earnings Credit Rates (“ECR”) 

a. Does the State have the choice of paying the Firm by either “hard dollars” or “soft 
dollars”? Is the pricing the same for either option? If not, what is the difference? 
 
Yes. U.S. Bank can provide both options either hard dollar charges or soft dollar. There is no 
difference in price. 
 

b. How does the Firm determine, adjust, and apply the ECR? 
 
U.S. Bank uses a managed rate approach to determine earnings credit rates, which can include 
market trends and other environmental factors. Earnings credit rates are applied to collected 
balances. 
 
The earnings credit is calculated as follows: 
Collected Balance Available for Earnings Credit × the Earnings Credit Rate × the actual days in 
the month ÷ by 365 or 366* 
 
*The actual number of days in the year is used. 
 

c. Is the Firm willing to link the ECR to a market index? If so, which index is suggested? 
 
The ECR Rate proposed is indexed to the Effective Fed Funds Rate minus 75 basis points. 
 

d. Does a reserve requirement apply on balances? 
 
No. 
 

e. Will the Firm assess any balance-based charges to the State? If so, 
i. Provide a list of each charge. 
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This is the Deposit Coverage fee – of $0.06 per $1,000 of ledger balances in excess of FDIC 
coverage. 
 

ii. What is the charge for an entire year on a $1,000,000 balance? 
 

Based on this scenario, the assessed Deposit Coverage Charge would be $540.00 per year 
based on $1,000,000 in ledger balances.  The calculation is as follows: 
$1,000,000 – FDIC $250,000 = $750,000 / 1,000 = $750 x $0.06 = $45.00 x 12 = $540.00 

 
iii. How is each charge computed? 
 

The FDIC collects a deposit insurance assessment from insured depository institutions 
(banks) on a quarterly basis to fund the Deposit Insurance Fund (DIF). Banks are fully 
responsible for funding the DIF. The assessment base is equal to the average consolidated 
total assets during the assessment period, minus Tier 1 Capital. The rate that is charged 
against the assessment base incorporates risk-based and bank performance adjustments, such 
as CAMELS Rating, deposit and credit ratios, long term debt rating and unsecured debt 
issuance among others. In particular, the deposit ratios are used to determine the bank’s 
ability to withstand funding-related stress. The FDIC uses total core deposits and total 
liabilities in this measurement, not just the portion of deposits that are covered by FDIC 
insurance. Furthermore, Dodd Frank legislation requires the DIF to meet designated reserve 
ratios. By law, the DIF must have a reserve ratio of 1.35% by September 2020. The reserve 
ratio is calculated by dividing the amount of funds in the DIF by the estimated total amount 
of funds to be insured. In order to meet the 1.35% reserve ratio, the FDIC assesses a 
quarterly surcharge to banks with assets greater than $10 billion on top of their regular 
quarterly assessments. The goal is to reach the reserve ratio of 1.35% by Q4 2018, if not, an 
additional one-time shortfall assessment will occur in Q1 2019. 
 
As such, given that U.S. Bank’s deposit coverage charge is based on total assets and risk 
based performance measures, and not just a deposit liability premium pass through charge 
any longer, the amount passed through to depository customers is internally determined by 
the Bank. The current standard Deposit Coverage rate passed to our commercial customers 
is $0.14575 per $1,000 of ledger balances maintained. 

 
iv. Are these charges assessed on ledger or collected balances? 
 

These charges will be based on ledger balances.  
 

f. If the Firm’s assessment / surcharge by the FDIC is lowered during the term of the 
contract with the State, will the proposed balance based charge be lowered as well? 
 
U.S. Bank’s current standard FDIC assessment is .14575 per $1,000 of ledger balances. As a cost 
incentive in our pricing proposal, we have agreed to pass through a reduced assessment rate to 
the State at a rate of $0.06 per $1,000. Should U.S. Bank’s assessment rate fall below this $0.06 
rate as a standard, yes, the Bank would be willing to lower the State’s rate accordingly throughout 
the term of the contract. 
 

g. Provide the earnings credit rate history for the 5-year period from April 2013 through 
March 2018. Please indicate the earnings credit rate for each month. 
 
The proposed earnings credit rate is indexed to the Average Effective Fed Funds Rate - .75%.  
The following chart earnings shows the past 5 year history of the Average Fed Funds Index: 
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At the points in time where the index minus the proposed spread was zero, U.S. Bank offered a 
floor rate of .22% to our government customers with balances greater than $5 million.  
 

Historical Data 
 

OBSERVATION 
DATE 

AVG EFFECTIVE 
FED FUNDS SPREAD ECR RATE   

6/1/2013 0.09 -0.75 0.22 Floor of 0.22 

7/1/2013 0.09 -0.75 0.22 Floor of 0.22 

8/1/2013 0.08 -0.75 0.22 Floor of 0.22 

9/1/2013 0.08 -0.75 0.22 Floor of 0.22 

10/1/2013 0.09 -0.75 0.22 Floor of 0.22 

11/1/2013 0.08 -0.75 0.22 Floor of 0.22 

12/1/2013 0.09 -0.75 0.22 Floor of 0.22 

1/1/2014 0.07 -0.75 0.22 Floor of 0.22 

2/1/2014 0.07 -0.75 0.22 Floor of 0.22 

3/1/2014 0.08 -0.75 0.22 Floor of 0.22 

4/1/2014 0.09 -0.75 0.22 Floor of 0.22 

5/1/2014 0.09 -0.75 0.22 Floor of 0.22 

6/1/2014 0.10 -0.75 0.22 Floor of 0.22 

7/1/2014 0.09 -0.75 0.22 Floor of 0.22 

8/1/2014 0.09 -0.75 0.22 Floor of 0.22 

9/1/2014 0.09 -0.75 0.22 Floor of 0.22 

10/1/2014 0.09 -0.75 0.22 Floor of 0.22 

11/1/2014 0.09 -0.75 0.22 Floor of 0.22 

12/1/2014 0.12 -0.75 0.22 Floor of 0.22 

1/1/2015 0.11 -0.75 0.22 Floor of 0.22 

2/1/2015 0.11 -0.75 0.22 Floor of 0.22 

3/1/2015 0.11 -0.75 0.22 Floor of 0.22 

4/1/2015 0.12 -0.75 0.22 Floor of 0.22 

5/1/2015 0.12 -0.75 0.22 Floor of 0.22 

6/1/2015 0.13 -0.75 0.22 Floor of 0.22 

7/1/2015 0.13 -0.75 0.22 Floor of 0.22 
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8/1/2015 0.14 -0.75 0.22 Floor of 0.22 

9/1/2015 0.14 -0.75 0.22 Floor of 0.22 

10/1/2015 0.12 -0.75 0.22 Floor of 0.22 

11/1/2015 0.12 -0.75 0.22 Floor of 0.22 

12/1/2015 0.24 -0.75 0.22 Floor of 0.22 

1/1/2016 0.34 -0.75 0.22 Floor of 0.22 

2/1/2016 0.38 -0.75 0.22 Floor of 0.22 

3/1/2016 0.36 -0.75 0.22 Floor of 0.22 

4/1/2016 0.37 -0.75 0.22 Floor of 0.22 

5/1/2016 0.37 -0.75 0.22 Floor of 0.22 

6/1/2016 0.38 -0.75 0.22 Floor of 0.22 

7/1/2016 0.39 -0.75 0.22 Floor of 0.22 

8/1/2016 0.40 -0.75 0.22 Floor of 0.22 

9/1/2016 0.40 -0.75 0.22 Floor of 0.22 

10/1/2016 0.40 -0.75 0.22 Floor of 0.22 

11/1/2016 0.41 -0.75 0.22 Floor of 0.22 

12/1/2016 0.54 -0.75 0.22 Floor of 0.22 

1/1/2017 0.65 -0.75 0.22 Floor of 0.22 

2/1/2017 0.66 -0.75 0.22 Floor of 0.22 

3/1/2017 0.79 -0.75 0.22 Floor of 0.22 

4/1/2017 0.90 -0.75 0.22 Floor of 0.22 

5/1/2017 0.91 -0.75 0.22 Floor of 0.22 

6/1/2017 1.04 -0.75 0.29   

7/1/2017 1.15 -0.75 0.40   

8/1/2017 1.16 -0.75 0.41   

9/1/2017 1.15 -0.75 0.40   

10/1/2017 1.15 -0.75 0.40   

11/1/2017 1.16 -0.75 0.41   

12/1/2017 1.30 -0.75 0.55   

1/1/2018 1.41 -0.75 0.66   

2/1/2018 1.42 -0.75 0.67   

3/1/2018 1.51 -0.75 0.76   

4/1/2018 1.69 -0.75 0.94   

5/1/2018 1.70 -0.75 0.95   

6/1/2018 1.82 -0.75 1.07   

Data Source: Federal Reserve Economic Data, Economic Research Division, Federal Reserve Bank of St. Louis     

Link: https://fred.stlouisfed.org 

 
 

h. What is the Firm’s current ECR? What is the ECR you are offering to the State? 
 
Our current standard offered ECR is .50 basis points. We are offering the State the Average 
Effective Fed Funds Rate minus 75 basis points, which is 1.07% as of June, 2018. Both interest 
and ECR is paid on 100% of all collected balances when utilizing the Municipal Investor 
Checking Account option. 
 

i. If the proposed earnings credit rate is higher than bank’s standard ECR, does your 
Firm plan to maintain this spread for the OST over the life of the contract? 
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Yes.  
 

j. Does the Firm have any limits on the amount of deposits that the State could maintain 
with the Firm? 
 
Based on the information provided, we are predicting the State to have as much as $250 million 
available on a regular basis. We can allow the State to go above this amount, but would want to 
discuss the amount with the State to ensure full collateral coverage at all times. 
 

k. Can “excess” earnings credits be carried forward to cover charges in the following 
month? Is there a limit on how far forward excess earnings credits can be carried?  
 
Yes, excess earning credits can be carried over month to month. However, excess earnings credit 
is eliminated at the end of each year.  
 

24. Overnight Investment Option or Interest Bearing Bank Deposit 

(If your Firm is proposing more than one sweep vehicle, please make sure each of the 

following questions is answered for each option.) 

a. What short-term investment vehicle(s) or interest bearing account(s) does the Firm 
propose to use for the overnight sweep of the State’s main demand deposit accounts? 
 
U.S. Bank offers two sweep options. One is our U.S. Bank Commercial Paper sweep. If the State 
has restrictions on ability to invest in Commercial Paper, we can also offer the First American 
Funds Government Obligations Money Market Mutual Fund sweep.  
 

b. Does a reserve requirement apply to the proposed option? 
 
No. U.S. Bank does not withhold a reserve on balances.  Interest is paid on 100% of all collected 
balances. 
 

c. Does an FDIC assessment, deposit based fee, or similar fee apply to the proposed 
option? 
i. If so, what is the current charge for an entire year on a $1,000,000 balance? How is 

this charge computed? 
ii. Is this charge assessed on ledger or collected balances? 
 
No. U.S. Bank does not assess a deposit coverage fee to our sweep accounts. 
 

d. Provide investment return history for the 5-year period from April 2013 through March 
2018 for each option proposed. Show the yield for each month. 
 
For Commercial Paper Sweep, U.S. Bank has no firm data history for this product because rates 
are negotiated. With our intention to build deeper relationship with the State, we would look to 
pay our top rate.  
 
Generically speaking, rates for daily liquidity have been basically zero to 0.25 percent from 2009 
to 2016. Rates for the last two years have increased significantly. A current Bank negotiated rate 
is 1.25% for the Commercial Paper Sweep.  Rates for the First American Money Market Mutual 
Fund are outlined in the prospectus included in the Exhibits Section of this response. 
 

e. With substantial changes in the interest rate and regulatory environments over the last 
10 years, what types of changes or recommendations has your Firm made to clients 
regarding bank deposit balances (i.e. use of compensating balances, sweeps into 
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repurchase agreements, sweep into money market mutual funds, interest bearing 
checking accounts, other)? 
 
We would have a discussion with the State to discover the best option(s) for your needs. We do 
not use repurchase agreement sweeps, but we would use interest bearing accounts and either a 
Commercial Paper sweep or a Money Market Mutual Fund Sweep fund for excess balances. 
Typically, we will use a non-interest bearing DDA and set a compensating balance using Earning 
Credits to offset fees and invest balances that exceed the compensating balance requirement. 
However, we also offer an account that pays ECR as well as interest so you can use balances to 
offset fees and earn some interest. This account is call the Municipal Investor Checking (MIC) 
account. The current proposed ECR Rate is 1.07%. To fully offset all proposed fees at this rate, 
it would require just over $65 million in compensating balances. However, the MIC account 
earns both interest and ECR paid on 100% of the balances, so in addition to offsetting all service 
fees, the State would also earn over $29,000 in interest as well using this account structure.  This 
MIC account structure is best utilized by customers who leave excess balances in their accounts 
due to inability to consolidate funds timely for mid-day investment alternatives. Otherwise for 
customers who actively manage account balances, investing aggressively, hard dollar fees can be 
paid as most funds are invested. The third most common approach coming back to use as rates 
rise is the use of automated overnight investment sweeps.  As investment policies permit, 
options include a same day U.S. Bank Commercial Paper sweep or a next day First American 
Fund Government Obligations Money Market Mutual Fund sweep. The Mutual Fund Sweep 
currently carries the highest yield at 1.77% as of July 31, 2018. 
 

f. If a sweep is proposed, what time of day is the sweep deadline? Is it end-of-day or 
next- day sweep? 
 
The Commercial Paper sweep will be invested at end of day. The Money Funds Sweep is a next 
day sweep. Since funds are invested in a “market” account and the market is closed at night, we 
hold the funds overnight and then invest in the morning when the market re-opens.   
 

g. What fee (if any) is charged to sweep funds into the proposed investment vehicle(s)? 
Is the charged assessed per account or by the relationship?  
 
The fee is stated on the pricing sheet at $75.00 per account per month.  
 

h. If the Firm is proposing a money market mutual fund, provide a copy of the current 
prospectus and identify the class of shares by providing the ticker symbol or CUSIP. 
 
Product description sheets and a Copy of the Prospectus are provided in Exhibits Section. 
The proposed sweep is the First American Funds Government Obligations Money Fund Sweep, 
Z Class, Ticker symbol is FGZXX. 
 

i. If the earnings credit rate or overnight investment option is not competitive, the State 
is considering transferring all funds from the DDA accounts to their custody bank at 
the end of each day. The State would transfer funds back into the DDA account(s) on a 
daily basis to meet the disbursements needs each day. Are there any objections or 
potential issues with this setup? 
 
No. We have no issues with this setup. 
 

j. Would the Firm be willing to facilitate these transfers with standing instructions from 
the OST? 
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Yes. We can setup an automatic daily standing wire using instructions from the State. 
 

k. At what time is the Firm able to provide the State with the total disbursements that will 
clear that day? 
 
Controlled Disbursement totals are presented at 7:30 a.m. and again a second time at 8:30 a.m. 
We will provide image access by 10:30 a.m. ET. 
 

l. Are balances in the sweep product shown and associated with previous day or current 
day reports? 
 
We can report both previous day and current day totals on SinglePoint. 
 

m. If the Firm is proposing a next-day sweep, please explain and diagram the movement 
of funds in and out of the DDA. If there are more than ample funds in the sweep 
vehicle, is there any possibility that the DDA account would be overdrawn? 
 
The DDA will not be overdrawn. U.S. Bank will pay any overdraft items at no charge if the 
funds are in the sweep. 
 

25. Collateral Requirements 

a. Please confirm the Firm’s willingness to comply with the Guidelines. If there are any 
exceptions for the State to consider, identify those, and the impact they can have on 
the Firm’s offering. 
 
U.S. Bank will comply with the State’s collateral requirements.  
 

b. Explain how the Firm’s approach to collateralization impacts the proposed pricing. 
 
U. S. Bank does not charge to collateralize deposits. 
 

c. What type of collateral does the Firm propose? Explain in detail. 
 
U.S. Bank will provide collateral in the form of a Letter of Credit from the Federal Home Loan 
Bank of Cincinnati, Ohio.  
 
A Letter of Credit offers significant advantages over other forms of collateral. Collateral in the 
form of marketable securities bears both mark to market and credit risk subjecting collateral 
holders to the potential loss of value caused by timing delays in liquidation process should the 
Office ever be required to take possession of collateral in the event of a Bank failure. With a 
Letter of Credit in the event of a bank failure the Office would simply request 100 percent 
payment from the Federal Home Loan Bank of Cincinnati for full, immediate payment. 
 

d. Where will the collateral be held? What type of collateral reports will the State receive? 
Who sends these reports and how frequently? 
 
The collateral will be held by the Federal Home Loan Bank of Cincinnati, Ohio. U.S. Bank 
provides quarterly collateral reporting via email or U.S. mail. Our Government Banking 
Collateral department can be reached at 866.603.1571. If more frequent monthly reporting is 
desired, U.S. Bank will accommodate. 
 

26. End-of-Day Overdrafts 

a. Does the Firm return items if an overdraft exists? If yes, how flexible is this policy? 
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b. What are the fees and interest charges associated with overdrafts? How are these 
charges calculated? 

c. Is there a fee per check or per occurrence when there is an overdraft? If so, what is it? 
d. Is there a daily cap on fees? If so, what is it? 

 
If an account becomes overdrawn, overdraft fees are not assessed whether or not the item is 
paid or returned. In most cases, the fees are charged through the analysis system and can be 
offset by the earnings credit allowance.  
 
A charge for negative collected balances may apply. The negative collected balance for each day 
is totaled and divided by the number of days in the month to produce an Average Negative 
Collected Balance. The fee is calculated as follows: 
▪ (Average Negative Collected Balance x Rate) × Actual Days in the Month/360 
▪ Our standard Negative Collected Funds rate charged is Prime + 4 percent. This fee can be 

offset with earnings credit. 
 
Please refer to the Pricing in the Exhibits Section for per item fees. 
 

27. Daylight Overdrafts 

a. Describe the Firm’s policies concerning daylight balance overdrafts. Indicate whether 
this is applied to each individual account or across all accounts of a client 
relationship. 
 
U.S. Bank, as required by the Federal Reserve, monitors real time daylight overdrafts by account 
and by client relationship. The State can be set up at the account level or client level to calculate 
daylight overdrafts for wire transfers. 
 

b. Is wire transfer processing stopped when the intra-day limit is reached? 
 
To facilitate wire transfers and other routine business, U.S. Bank can establish an intra-day limit 
for the State to ensure the movement of funds as needed. These limits are set for control 
purposes. Decisions to release wires with daylight overdrafts are made on a discretionary basis. 
However, to protect your interests, you will be consulted on wires exceeding the established 
daylight overdraft limit.  
 
Wire transfer processing will stop if limits are exceeded. The only place wires have intra-day or 
daily limits defined are through SinglePoint. If those limits are exceeded, the wire will not move 
from SinglePoint to our wire department for processing. SinglePoint contains only wire limits 
defined for repetitive and non-repetitive wires. 
 

c. If the Firm incurs a daylight overdraft charge from the Federal Reserve, will it pass this 
charge on to its customers? If so, how (e.g. intra-day loan, daylight overdraft facility 
fees)? How is the charge allocated among customers? 
 
Currently, we do not charge our clients for general daylight overdrafts. 
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C. New Services & Ideas  

1. Describe any new services or ideas that will enhance the State’s use of banking services. 

Zelle 
U.S. Bank continues developing capabilities to help the State solve many of the challenges of 
transitioning from paper to electronic payments to consumers. By leveraging the Zelle network, you 
will be able to efficiently and securely send electronic funds without the added task of gathering 
payment account information. 
 
Disbursements via Zelle will allow you to choose the speed of the payment, real-time or standard 
(two to three days), and fully supports onboarding of unregistered consumers, saving you time and 
costs related to migrating to electronic payments. Further, the solution utilizes an alias to identify the 
recipient, in the form of a mobile number or email address, rather than sensitive banking 
information, so you do not have to gather and maintain this consumer data. Zelle reaches over 50 
percent of all U.S. online and mobile banking clients. 
 
Benefits of this solution include: 

▪ Saving time by leveraging the Zelle recipient registration process 

▪ Lowering costs by reducing the manual processes, including escheatment, associated with checks 

▪ Eliminating the handling of sensitive banking information of consumer recipients 

▪ Faster payment availability than typically offered with checks. 
 
We are both an equity owner of Early Warning Systems, the company managing the Zelle network, 
and a member bank in the network. 

U.S. Bank Real Time Payments  
Several real-time payment options are available for you with e-payment: 
▪ Real-Time Payment Confirmation (RTPC)—Allows you to receive real-time payment details. 

The RTPC message is sent via HTTPS in an XML format and includes confirmation number 
and amount of the payment, along with several other pieces of information necessary for 
identifying and posting the payment. The message is independent of your customers’ browser 
and is sent immediately after the transaction is completed. 

▪ Real-Time Non-Payment Notification—Allows you to receive information in real-time each 
time your customer is unsuccessful making a payment after entering e-payment via the pay 
button. This feature allows you to update your systems in real-time. 

▪ Return Session Transfer—Allows you to place a continue button on the payment confirmation 
page of the e-payment customer payment site. When your customer selects this button after 
completing their payment, they are returned to the URL provided by you in their session 
transfer, along with information on the completed payment. 

U.S. Bank Supplier Enrollment Overview 
U.S. Bank provides a complete program focused on expanding supplier acceptance of electronic 
payments, including Virtual Card and ACH. Our dedicated Supplier Enrollment team will partner 
with the State to contact your suppliers using multiple contact methods and encourage them to join 
your electronic payment initiative. Supplier Enrollment services offer a streamlined process to solicit 
suppliers to receive electronic payments. Suppliers can self-enroll via the Supplier Prefer Pay portal, 
selecting their preferred payment and remittance options. Through the portal, you can also monitor 
campaign progress, create reports and store supplier banking information securely. Additionally, we 
will assist you with program optimization reviews to ensure you are maximizing your payables 
opportunities. 
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We develop a Supplier Enrollment campaign for you and your suppliers are closely managed to 
achieve the highest level of electronic payment participation possible. You define the level of supplier 
outreach to ensure the right level of effort is focused on the strategic suppliers that have the largest 
impact on the success of your campaign. 
 
You control which payment types to offer each of your suppliers, which 
provides you the flexibility to determine the best payment strategy for 
each supplier, including the ability to offer multiple payment types and 
display supplier-specific trade terms. Your suppliers can select from the 
multiple pre-determined payment methods and remittance options to 
receive electronic payments. This enables your supplier to determine the 
best receivables option for accepting your payments, including how the 
payment is received, who receives payment information and the delivery 
method of the payment remittance detail. 
 
Throughout your campaign, you can view the status of your electronic 
payments enrollment campaign using the enrollment dashboard. See who enrolled, what payment 
types were selected and the anticipated volume that is moved to electronic payments. Additionally, 
you can drill down to the individual supplier record for review and further analysis. 
 
You may elect to have your suppliers’ banking information securely stored at U.S. Bank. This 
provides security and control over the bank account number required to make an ACH payment and 
removes the burden of securing the information from your systems, reducing data security risks. 
Payment origination using Supplier Prefer Pay is based on the use of a simple payment instruction 
file augmented with payment routing information by Supplier Prefer Pay. When a payment 
instruction file is received, the recipient ID is the key to determining the enrollment status and 
appropriate payment routing details. Recipients who have enrolled in electronic payments will be 
identified and related payment routing details will be applied to those transactions. 
 
Supplier Prefer Pay offers the option for checks to be printed and mailed to recipients who have not 
enrolled in electronic payments, or who have declined enrollment in electronic payments. Once 
complete, the payments will be passed to the applications used for check print and rendition or ACH 
origination. Remittance data will be provided to the recipient, based on the supplier’s enrolled 
preference. Payment origination status reporting will be available at any time through Supplier Prefer 
Pay. 

 
2. Provide any additional information your Firm believes to be pertinent to your ability to 

provide this service but not specifically requested elsewhere in this RFP. 

 
In a world that is changing faster than ever, one thing at U.S. Bank is unchanged: everything we do is 
centered on building trust with our shareholders, customers, communities and employees – every 
day. Trust in our financial performance. Trust in our acceleration toward being a digital-focused 
bank, ready to serve all our customers where, when and how they want to be served. Trust in our 
commitment to strengthen communities. And, trust in our people to do the right thing as they make 
secure financial futures possible. 
 
A strong financial position is the foundation on which we run a trustworthy and reputable banking 
business and create value for our shareholders. Year after year, we produce consistent, predictable, 
repeatable, industry-leading financial results. We delivered an industry-leading financial performance 
in 2017 and are well-positioned for long-term growth. 
 

Leveraging your 

branded enrollment 

portal provides a 

level of comfort to 

your suppliers when 

they register for 

electronic payments. 
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Culture of ethics and integrity 
Building trust with our stakeholders starts and ends with our people. Our Board and management 
team set the standard for our 74,000 employees around the world. Everyone is intensely focused on 
meeting our customers’ financial needs and objectives as we operate in a culture rooted in ethics and 
integrity. 
 
Our culture is why, for the 11th year, the Ponemon Institute named U.S. Bank the Most Trusted 
Company for Retail Banking. For the 10th year in 2018, we received a perfect score in the Corporate 
Equality Index and were named a Best Place to Work by the Human Rights Campaign Foundation. 
For the eighth year, Fortune named U.S. Bank the number one superregional bank. And, for the 
fourth year (including 2018), the Ethisphere Institute named U.S. Bank to its World’s Most Ethical 
Companies list. We are proud of these honors and recognitions because they reflect our collective 
spirit, our dedication and our passion for building your trust every day. 

Building your trust every day 
U.S. Bank is a leading presence in the financial services industry. By putting people at the center of 
everything we do, we provide a social and economic foundation for thriving individuals and families, 
productive businesses and dynamic communities. We will continue to deliver an industry-leading 
financial performance – and we will do it with ethics and integrity – as the most trusted choice for all 
our stakeholders. 
 

3. Provide any ideas or suggestions your Firm believes could improve the State’s overall 

banking architecture or services used. Specifically, (a) reducing the number of accounts 

used by the State and/or State agencies, (b) new services that will benefit the State, (c) 

services the State could discontinue or replace, and (d) implementing best practices. 

 
U.S. Bank is uniquely positioned as your best strategic partner. We view all your payment spend 
holistically and recommend solutions based on optimizing the entire payables process. Your 
relationship team extends this offer to the State to meet with our working capital experts, who will 
discuss and advise your process based on your unique business model for maximum efficiency, 
flexibility and control. This process usually takes place in a two meeting series of engagements. Each 
meeting lasts no more than 90 minutes. During these complimentary visits, we will work to 
understand more about your organization’s process flow, from procurement to payment. Partnering 
across all payment types in a working capital optimization engagement can be among the most 
transformative exercises your payables process can undergo. We look forward to supporting you in 
this end-to-end advisory capacity. 
 

D. Implementation / Conversion  

1. Provide a detailed conversion plan for transitioning the State’s existing banking services 

to your Firm. Include the estimated length of time for the transition and the amount of 

effort required by the State’s staff. 

 
Please refer to our Sample Implementation Schedule provided in the Exhibits section.  

 
2. Based on the State’s implementation expectations provided in Section II. Background, 

how would your Firm work with the 200+ State agencies to transition banking services to 

your Firm? 

 
Our implementation goal is designed to minimize data risk, avoid payments delay, and deliver 
superior performance to the State. Our approach is to conduct a detailed requirements discussion 
with you and the 200+ agencies to understand your preferences, build value and serve your needs.  
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3. Who will be responsible for coordinating the transition? If a conversion team is used, 

how will the State’s account be transitioned to the ongoing client service team? 

 
Your relationship manager will initiate the transition.  

 
4. How are implementation managers or implementation teams assigned (i.e. availability, 

geographically, complexity of the transition)? 

 
Teams are assigned based on the products and services you chose. We will make further assessments 
on your unique needs upon being chosen as your provider.  

 
5. Indicate the Firm’s plans for initial and ongoing education and training of OST and State 

agency employees in the use of your Firm’s systems. 

 
U.S. Bank offers multiple training options to learn about SinglePoint. Webinar training sessions are a 
prerequisite to individualized training requests. Scheduled online training sessions are available 
Monday through Friday at 2 p.m. ET and are approximately 60 minutes long. The training session 
will walk through logging on, navigation, Information Reporting and System Administration. All 
callers are muted to protect their anonymity. Questions can be submitted through a private chat 
session with the trainer. Sessions are available at no charge.  
 
Training topics will be tailored to your needs. There is no limit to the number of users attending. 
Training is available at $100 for two hours. Additional charges will be applied for training lasting 
longer than two hours. You can access self-paced training eLearning courses anytime, at no cost.  
 
Every page in SinglePoint has a link to page-specific assistance. Certain fields have a  link to 
additional context-specific information. The SinglePoint Help Center provides information about all 
SinglePoint services and includes user guides in PDF format.  

 
6. Identify potential issues and risks to the State’s implementation of banking services. 

Identify the appropriate steps to avoid or mitigate these risks. 

 
Critical factors affecting successful implementation include:  

▪ Completion and return of questionnaires and agreements 

▪ Timely completion of the process steps by U.S. Bank and the State 
▪ Resolution of business and technical issues 
▪ Creation of communications link and test files 

 
U.S. Bank continues to experience significant success with timely and accurate transition with our 
clients.  
 
An accomplished implementation requires a solid foundation and attention to detail. These factors, 
combined, create optimal results that limit transitional issues.  

 
7. Describe the post implementation support that will be provided for the State. Include the 

philosophy and approach to providing the technical and functional post implementation 

support requested and identify the resources it would make available to the State to 

provide this support. 
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We are with you every step of the way. Your relationship manager and Commercial Customer Service 
representative will provide support during the post implementation phases. Our implementation and 
project management methodology is designed to be thorough to ensure a positive experience.  

What we bring  

▪ Heightened staffing coverage 

▪ Detailed planning and contingency 

▪ Thorough testing 

▪ Focused remittance transition 

▪ Dedicated training 

What the State receives 

▪ Continual monitoring 

▪ Minimize data risk 

▪ Payments delay avoidance 

▪ Built around user experience 

▪ Attention to detail and communication 
 

E. Pricing & Fees 

1. If the State chooses to use compensating balances, are there any charges that could not 

be paid in this way? 

 
Charges that could not be paid this way include: check supplies; merchant processing fees and any 
non-bank service fees. Please refer to Attachment 4 for a complete schedule of fees.  

 
2. Complete the schedule of fees provided in Attachment 4. 

 
Please refer to Attachment 4 for a complete schedule of fees.  

 
F. Disaster Recovery  

1. Are there any disaster recovery plans specific to this component that are not outlined in 

the Disaster Recovery plan requested in Section V.A. Tab J? 

  

Not at this time.  
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Attachment 1-C: Purchasing/Virtual Card & ePayables Questionnaire  

A. Key Personnel & Customer Service 

1. Provide biographical information on the individuals who will work with the State on a 

regular basis. Please include the following information: 

a. Proposed role with regard to OST’s account; 
b. Biographical information; 
c. Location; 
d. Experience working with other government entities; 
e. Number of years of experience in this field; 
f. Number of years with Firm; and, 
g. Number of accounts the person is responsible for. 

U.S. Bank will assign the support team below to manage the State’s Purchasing/Virtual Card and 
ePayables program. Given the length of time between the proposal process and the planned contract 
start date, U.S. Bank reserves the right to revise the staff assignments in support of your program. If 
a change in staffing is required, U.S. Bank will work to provide experienced replacement personnel 
with equal or greater qualifications, capable of handling the State’s needs. 

Sales Representative—Ryan Calloway 

▪ Builds the initial relationship with the State 

▪ Helps you determine program needs and identify opportunities for use 

▪ Introduces the implementation process 
 
Ryan Calloway has experience with both corporate and public sector organizations on the integration 
of payment services into their procurement strategy. Since 2008, Ryan has focused on the public 
sector, including state and local governments, not-for-profits, higher education and K-12 clients for 
all U.S. Bank payable solutions. Specifically, Ryan helps organizations automate Accounts Payable 
processes through diminishing paper, increasing controls, reducing risk and enhancing working 
capital.  
 
Ryan’s product knowledge, combined with his experience in working with a diverse customer base, 
allows him to fulfill the role of a true consultant to his clients. Prior to joining U.S. Bank, he worked 
10 years in the engineering testing equipment business. Ryan, based in North Carolina, has degrees 
from North Carolina State University in Civil and Environmental Engineering. In addition to his 
engineering degrees, Ryan attended the Carolina Business Institute at the University of North 
Carolina.  

Corporate Payment Systems Relationship Manager—Stephen Jacobs 
Stephen Jacobs comes to U.S. Bank with 25 years of experience in the financial and banking industry. 
Before joining U.S. Bank, Stephen served as a government/healthcare/not-for-profit corporate 
relationship manager within the merchant services division at Chase. He has also served as a 
relationship manager with American Express. Stephen has a Bachelor of Science degree in 
Government and Communication and is based in New York City.  
 
As your relationship manager, Stephen serves as the State’s single high-level point-of-contact for all 
strategic procurement program needs. He will work with the State to define and monitor mutually 
agreed upon performance goals, as well as delivering regular account performance reviews, program 
updates and product enhancements. 
 
Throughout the term of your agreement, Stephen will conduct optimization and enhancement 
projects that focus on the State’s program expansion and the adoption of industry-wide best 
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practices. He will also focus on account performance reviews, monitoring of the State’s overall 
support, program updates and product enhancements as needed. 

Implementation Project Manager—Michael Bornhorst 

▪ Designs a detailed implementation project plan 

▪ Conducts interviews with the State’s personnel to refine program needs from the outset 

▪ Monitors the progress of your program’s implementation and works with you to resolve any 
issues that may arise 

 
Michael Bornhorst is an implementation project manager for customers located across the globe. He 
has more than five years of project management experience working with Corporate Payment 
Systems clients. Over the past three years, Michael has successfully supported more than 100 clients 
through the onboarding process. His education includes graduating with honors from St. Cloud State 
University in Minnesota, with a Bachelor of Arts in Social Science and a minor in General Business. 
His certifications include a CAPM (Certified Associate in Project Management) from the Project 
Management Institute. His expertise in project management, Visa best practices and Access Online 
make him an important asset to any implementation. 
 

Solutions Engineer—Traci Miner  

Traci makes recommendations on technical needs during the Discovery Phase and hands off to 
Technology Consultant during the Define Phase. 
 
Traci has been with U.S. Bank Corporate Payment Systems for 22 years, and has held several 
positions within Global Bankcard Client Servicing and Technology Development. As a Senior 
Solutions Engineer, Traci provides technical support for Corporate Payment Systems travel and 
payables bank card solutions. Traci assesses client needs and existing technology/systems to design a 
solution to ensure a successful implementation of U.S. Bank products. 

Technology Consultant 

▪ Owns technical portion of the State’s relationship once sales cycle has been completed 

▪ Consults with you on technical program setup 

▪ Prepares for and leads technical discussions during meetings with the State 

▪ Coordinates the connectivity of U.S. Bank Virtual Pay, our ePayables solution 

Supplier Enablement Manager—Mike Berre 

▪ Manages the transition of your current supplier payment program to the U.S. Bank platform 

▪ Develops strategies to target optimal opportunity in virtual card spend 

▪ Oversees the onboarding of new suppliers throughout the life of your program 
 

Mike Berre is a Supplier Enablement Manager in Corporate Payment Systems, working with both 
government and corporate clients. Mike has extensive experience in building and growing Virtual Pay 
programs and optimizing clients’ card spend programs.  
 
Mike has been with Corporate Payment Systems for more than five years. Prior to that, Mike worked 
in various banking roles including Corporate Trust, retail banking operations, risk management, as 
well as being a management consultant and a business analyst.  

Dedicated Account Coordinator—Shannon Ness 

▪ Assists with all aspects of day-to-day program management 

▪ Trains the State’s personnel on U.S. Bank program tools and best practices 

▪ Provides a mastery of commercial card programs, enabling superior service and ongoing support 
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Shannon Ness has supported U.S. Bank clients as an Account Coordinator since 2015, and was 
recently promoted to team lead, where she provides coaching, support and guidance to our public 
sector unit while also resolving escalated client issues. Shannon has 10 years of customer service 
experience and is based out of Minneapolis. Prior to her team lead promotion, she was regularly 
sought out by others for her knowledge of systems, processes and procedures.  

 
2. Provide an organizational chart that includes these individuals. 

 
An Organization Chart of U.S. Bank Corporate Payment Systems employees is available in the 
Exhibits Section. 

 
3. Customer Service 

a. For routine day-to-day transactions, will a specific customer service representative or 
a customer service department be assigned? Provide biographical information for this 
individual(s) that will be assigned to this account. 
 
For routine day-to-day transactions, cardholders will be supported by our in-house, 24/7 
Customer Service Centers. While a specific customer service representative will not be assigned 
for cardholder support, our Customer Service Centers are fully dedicated to U.S. Bank Corporate 
Payment Systems commercial card programs. 
 
In addition, U.S. Bank will assign a dedicated account coordinator, Shannon Ness, to support 
your program administrators with day-to-day program management issues. Your relationship 
manager, Stephen Jacobs, would also be available for support on larger and/or recurring issues. 
 

b. Describe the responsibilities of the customer service personnel, including the chain of 
command for problem resolution. 
 
Customer Service Representatives can assist with: 

▪ General information 

▪ Account closures 

▪ Account balance and status 

▪ Card replacement 

▪ Spending limit availability 

▪ Lost or stolen card reports 

▪ Payment due dates and mailing addresses 

▪ Non-receipt reports 

▪ Dispute status 

▪ Manual authorization 

▪ Duplicate statement requests 

▪ Resolving disputes 

▪ Statement transactions 

▪ Resetting passwords for Access Online 

▪ Maintenance tasks 

▪ General navigation for Access Online 

▪ Card activation 

▪ Making a payment 

▪ Name and address changes 
 

Cardholder Issue Resolution 

If the State’s cardholders experience difficulties with their card, they should not hesitate to 
contact U.S. Bank Customer Service using the toll-free number on the back of the card. 
Cardholders will receive immediate assistance on matters such as those listed above. 
  
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 supervisor. The call will then 
be escalated until the matter is successfully resolved. 
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c. What are the hours of operation of the customer service unit involved in supporting 
the State? 
 
Our in-house Customer Service Center is available 24/7 for the support of your cardholders.  
 
Account coordinators, meanwhile, are available to support your program administrators during 
normal coast-to-coast business hours: 8 a.m. to 8 p.m. ET.  
 

d. If a State employee needs assistance after business hours, what support is available? 
 
As noted in our previous response, our in-house Customer Service Center is available 24/7 for 
cardholder support. If a program administrator has an issue outside of normal business hours, 
questions can be directed to either the Customer Service Center or Technical Help Desk, which 
is also available 24/7 to provide technical systems support to program administrators. 
 

e. In what languages is customer support available? 
 
Customer service at our U.S.-based locations is provided in English. Through our interpreting 
services provider Voiance, we can provide service in hundreds of languages and dialects. 
 
Cardholders also have access to customer service support through the Visa Assistance Center 
(VAC), which provides 24/7 service in English, French, Italian, German, Spanish, Japanese, 
Korean, Indonesian, Chinese, Malay and Thai. The VAC Customer Service Representatives also 
have immediate access to an international translation service to help translate calls in 140 other 
languages. 
 

B. Purchasing Card Services 

1. What card platform(s) does your Firm’s program employ (e.g., MasterCard and/or Visa)? If 

more than one is used, which would you recommend for the State and why? 

 
Considered a staple of the commercial card industry, Visa and U.S. Bank have a long-standing 
partnership – including U.S. Bank operating as Visa’s largest commercial card issuer, as well as the 
provider for Visa’s internal commercial card program. Through its acceptance, convenience, choice 
and security, Visa offers support that we are proud to recommend to the State. 
 
U.S. Bank commercial cards issued on the Visa network provide access to more than 47 million 
accepting merchants in more than 220 countries and territories around the world. Our vast 
worldwide acceptance via the Visa network ensure your employees have access to goods and services 

around the globe – eliminating the need for more costly alternatives (such as cash advances) and 
ensuring that the State captures detail transaction data on every purchase.  
 
In addition, our relationship with Visa has resulted in U.S. Bank being frequently asked to partner in 
product development. As a result, U.S. Bank was the first bankcard issuer to have our commercial 
cards rendered for mobile payments like Apple Pay, Samsung Pay and Google Pay. U.S. Bank and 
Visa are continuing to expand our mobile payment coverage to include our purchasing card and one 
card offerings. 
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2. The State requires the awarded Firm to not only support the existing 4,700 cardholders, 

but also support the expected growth of the program. Explain how the Firm is able to 

accomplish both of these objectives. 

 
U.S. Bank has the capacity to support the State’s existing spend and future growth without question. 
Presently we have 18 other state clients, many of whom exceed your current spend volume. 
 
Payment Services, of which Corporate Payment Systems is a part, represents approximately 30 
percent of overall U.S. Bank revenue and continues to be an area of growth for the Bank in terms of 
resources and capital expenditures. Likewise, U.S. Bank is one of just two banks to be selected to 
participate in the Federal Government’s SmartPay 3 contract, resulting in numerous enhancements to 
our commercial card program that will be available to all clients in the near future. An example of the 
enhancements resulting from our participation in SmartPay 3 is the expansion of online data 
retention for reporting purposes from two years to six years.  
 
Along with transforming our internal systems and products to meet the future needs of our clients, 
we also utilize a consultative client engagement process called Program Optimization to help clients 
continue to grow their commercial card programs throughout the contract. A full overview of 
Program Optimization is included in our response to Question D.4 (page 125). 

 
3. Will the Firm require social security numbers or perform credit checks to approve 

existing or new cardholders? (Note: The State will not agree to Firms performing credit 

checks on employees.) 

 
U.S. Bank can meet this requirement. We propose corporate liability for your program, which would 
not require a social security number or credit check prior to approving existing or new cardholders. 

 
4. Does the Firm have the ability to offer separate Purchase and Travel cards? What benefits 

are derived by having separate Purchase and Travel card programs? Would you 

recommend separate programs? 

 
U.S. Bank has the ability to offer separate purchasing and travel cards, but after reviewing the State’s 
current program and impending needs we would recommend the use of a one card platform to 
accommodate your purchasing and travel expenses.  
 
To accommodate the separate expense categories, U.S. Bank will assist the State in establishing two 
unique setups on the U.S. Bank One Card. One setup would be established to function as a 
traditional purchasing card, while the other setup would be established with higher limits and 
merchant restrictions to function as a travel card. The State would also have an option to 
accommodate both purchasing and travel expenses on a single card for cardholders with the need for 
both. 
 
Should the State transition into the future to multiple financial systems to manage your program, or if 
you were to add an expense management platform like SAP Concur or Chrome River, U.S. Bank 
would recommend separate cards to accommodate easier transmission of travel expenses into the 
separate systems. 
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5. Provide an overview of software/web based card program management system that 

supports the Firm’s purchasing card program. 

 
U.S. Bank Access® Online, our proprietary system for program management and reporting, provides 
the backbone for our commercial payment solutions, and provides the tools our clients need to 
manage their commercial card programs. 
 
Access Online offers a feature-rich platform that is easily tailored to meet the unique needs of our 
clients. We will assist the State with choosing the features and functionality that best support and 
enhance your business processes. Access Online offers effective and efficient management controls 
as well as complete integration with client financial systems. 
 
Core Access Online functionality includes: 

▪ Account Setup and Maintenance—Set up and edit accounts and user profiles in real-time. 

▪ Transaction Management and Approval—Leverage transaction management capabilities to 
reflect your processes and requirements. 

▪ Accounting Code Validation—Automate the allocation process and reduce manual 
intervention. 

▪ Reporting—Run comprehensive standard reports in real-time, define ad hoc reports and 
schedule recurring report delivery. 

▪ Virtual Pay—Our ePayables solution, which allows for the control and automation of client 
purchasing and payables systems with the simplified payment and rebate opportunity of 
purchasing cards. 

▪ Financial Extracts—Extract the data you need in a format that integrates with your financial 
system. 

▪ Data Exchange—Transfer frequently used files such as statement billing files, general ledger 
data feeds and custom reports with Access Online Data Exchange. 

▪ Order Management—Connect your commercial card program and eProcurement solution by 
automating accounting code allocation and facilitating order and transaction reconciliation. 
 

6. Is the software/web based card program management system wholly owned by your 

Firm? If not, specify the owner of the software/web based card program management 

system. 

 
Access Online is wholly owned by U.S. Bank. 

 
7. Describe the procedure for enrolling new State organizations into the program, including 

the following: 

a. Required account setup information 
b. Authorizations 
c. Applications 
d. Forms and signatures that are required (samples are encouraged) 
e. Time frames for providing cards once the organization takes the necessary enrollment 

steps 
 

To set up an account, we require the cardholder’s legal name (first, middle, last), legal address and 
date of birth. If the client does not provide the date of birth, the account could potentially be flagged 
by OFAC and the date of birth will be required to keep the account open. Similarly, a legal phone 
number is not required, but a general phone number is needed to create an account. 
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Authorizations 
Your program administrator controls employee access to program information and Access Online 
functionality. Each Access Online user ID is associated with authorization and authentication 
information that dictates which accounts a user can access and which tasks a user can perform within 
Access Online. The system authorizes access exclusively to the data and functionality allowed by the 
profile associated with that user ID. This structure allows you to permit each employee access only to 
the information and functionality necessary to perform his or her job duties. 

Applications, forms and signatures 
U.S. Bank would not require new State agencies to sign any applications or forms. 

Initial card issuance  
For the initial rollout, the State submits a data file to U.S. Bank of all employees authorized to receive 
a card. The card order takes approximately six business days to process. After processing, U.S. Bank 
mails all cards to cardholders directly or to the program administrator for distribution, if required. 
Standard delivery takes five to seven days. 

 
8. The State currently has an online process for adding cardholders that ensures 

organizational and State internal controls are met. This paperless approach is a 

requirement of the State and an explanation on how your Firm can meet this requirement 

should be detailed in question a below. 

a. How is the procedure of adding cardholders accomplished through an on-line or 
electronic system? 
 
U.S. Bank offers two options for adding cardholders online: program administrator-initiated 
account setup or cardholder-initiated account setup. 

Program Administrator-initiated Account Setup 
Program administrators can set up and maintain new cardholder accounts using Access Online. 
The setup procedure requires program administrators to enter data about the cardholder, 
including: 

▪ Demographics 

▪ Account information 

▪ Authorization limits 

▪ Merchant Category Code (MCC) blocking 

▪ Velocity limits 
 
The Access Online User Profile function intuitively leads program administrators through the 
setup process in four simple steps: 

▪ Assign user login information, including user ID, password and authentication question 

▪ Designate each account a user can access 

▪ Specify user processing and reporting hierarchy assignments 

▪ Enter user contact information, including address and email notification (for notifications, 
including statements and pending transaction approval actions) 

 
The final review function allows a designated program administrator to review and approve the 
completed setup before submitting it to U.S. Bank for processing. You can also modify the 
information after the cardholder account is established. 
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Cardholder-initiated Account Setup 
You may choose to use the cardholder-initiated account setup process. Cardholders are sent an 
email that takes them to Access Online to populate their demographic information into the 
application. You can choose to have the application then routed to the cardholder’s manager for 
approval, after which it will be routed to your program administrator to complete the setup (e.g., 
placing the cardholder in the appropriate hierarchy and assigning limits). Stakeholders are 
notified of steps taken throughout the process. 
 

 
 

b. What cardholder information needs to be supplied to issue a new card? 
 
The following list includes both required and optional elements that enable the automated 
account setup in Access Online, organized by category: 

Demographics 
Required demographic information: 

▪ First name, last name (for embossing) 

▪ Full legal name 

▪ Address line 1, city, state, ZIP/postal code, country 

▪ Work phone 

▪ Email address 
 
Optional demographic information: 

▪ Date of birth 

▪ Optional 1 to 15 alpha/numeric character field (often used for Employee ID number) 

▪ Optional 2 to 15 alpha/numeric character field 

▪ Address Line 2 

▪ Home phone 

▪ Mobile phone 

▪ Fax 
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Account information 
Required account information: 

▪ Hierarchy 

▪ Plastic selection 
 
Optional account information: 

▪ Hierarchy levels; division and department 

▪ Organization name to be embossed on the second line of plastic, beneath cardholder name 

▪ Temporary authorization start/end dates, which allow for the account creator to assign the 
start/end of the functionality of the account (for temporary or infrequently used cards) 

▪ Reporting levels, if different from standard account hierarchy 

Default accounting code 
Can be required information: 

▪ Default accounting code 

Authorization limits 
Required authorization limit information: 

▪ Credit limit 
 
Optional authorization limit information: 

▪ Single purchase limit for purchasing cards 

▪ Merchant authorization controls (this is not required as the controls can be defaulted from 
the parent/managing account) 

▪ Velocity limits for daily, cycle, monthly, quarterly, yearly timeframes 
 

c. Does a new cardholder have to input or supply any information or can the State 
administrator supply all of the necessary information without any involvement by the 
new cardholder? 
 
As noted in our response to Question 8.a., above, U.S. Bank offers two options for automated 
account set up. Under cardholder-initiated account setup, the cardholder would be required to 
supply information. Under program administrator-initiated account setup, meanwhile, the State 
administrator can supply all necessary information without the involvement of the cardholder.  
 

d. Does the Firm offer the ability to have multiple approvers for each new cardholder 
added? 
 
Yes, Access Online provides the option to allow for multiple approvers. 
 

e. Are there any paper forms or signatures required to add a new cardholder? 
 
No. Cardholder applications can be completed and submitted online using Access Online. 
 

f. What is the time frame for issuing and mailing cards once the organization takes the 
necessary enrollment steps? 
 
For the initial rollout, the State submits a data file to U.S. Bank of all employees authorized to 
receive a card. The card order takes approximately six business days to process. After processing, 
U.S. Bank mails all cards to cardholders directly or to the program administrator for distribution, 
if required. Standard delivery takes five to seven days. 
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9. Describe the card controls and usage restrictions supported by the Firm’s program: 

a. The ability for the State to occasionally allow cash advances to card holders is 
essential. Is the State able to block or grant ATM/Institution Cash Advance access on a 
card-by- card basis to include the issuance of PINs? 
 
Yes. Cash advances may be limited (or granted) at the cardholder level. Please note that all  
U.S. Bank commercial cards are equipped with chip and PIN capability, regardless of cash 
advance access. 
 

b. How quickly can cash advances be permitted when needed by a cardholder? Is it 
instantaneous? 
 
Program administrators can request changes to cash advance access 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. 
 

c. Is the State able to block card usage by Merchant Category Code (“MCC”)? 
 
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 MCCs. 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. 
 

d. Can the State establish card limits on a real-time basis? Card limits include both a per 
transaction dollar limit, as well as a monthly dollar limit. 
 
Yes, as noted in our response to Question 9.c., above, program administrators can request 
changes to cash advance access 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. 

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 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 Merchant Category 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 your chosen 
cycle date. 
 

e. Describe any additional limits, purchase restrictions or any other types of restrictions 
or fraud controls available. 
 
Our commercial card programs allow you to predetermine spending and transaction limits on 
each card, eliminating the need for requisition and purchase order approvals while enhancing 
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security. All controls can be set down to the individual cardholder level and can be modified on 
an ongoing basis. Some of the control features we provide include: 
▪ Merchant Category Code (MCC) blocking 
▪ Velocity monitoring 
▪ Cardholder single-purchase limit 
▪ Cardholder monthly spending limit 
▪ ATM (cash) blocking 
▪ Pre-determined expiration dates 
▪ Declining balance capabilities 
▪ Account maintenance effective dating (temporary and future adjustments) 
 

10. Card Issuance 

a. Can the card design be customized to include the State’s logo? 
 
Yes. For logo cards, we place the State’s logo in the upper left corner of our standard card 
design. The logo imprint can be produced in any one of the following colors: silver, gold or 
white. Logo card requests require three weeks lead-time prior to program rollout. There is no 
cost to the State for logo cards. 
 

b. Can the card design be customized to include State supplied graphics? Are there any 
restrictions on the graphics supplied? 
 
In addition to the logo card option described in our previous response, U.S. Bank can also 
provide fully customized cards for the State, using your logo and brand standards. For a program 
of the State’s size, we anticipate a production timeline of approximately 8-10 weeks and a cost of 
$5,000. 
 

c. Confirm all cards will include, at minimum: 
i. EMV Chip 
ii. Phrase: “FOR OFFICIAL USE ONLY” 
iii. Employee Name 
iv. Toll free 24-hour per day customer service number 
 
All U.S. Bank commercial cards are equipped with EMV chips and will include the employee 
name. In addition, the toll-free 24/7 customer service number is printed on the back of all cards, 
and the phrase “FOR OFFICIAL USE ONLY” can be added to the card as well. 
 

d. What card design features can assist with card acceptance or the prevention of 
misuse? 
 
We utilize the most current chip technology in our cards to allow for world-wide acceptance as 
well as protection of our cardholders against fraudulent use. We also offer security measures 
such as “Name Line 2” embossing, which provides an additional level of cardholder verification 
to ensure only the cardholder is able to request maintenance on the account. As a best practice, 
we recommend that a specific cardholder name be assigned to the account rather than a 
department or generalized naming convention so that proper verification can occur if necessary. 
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e. Is the State able to order cards with no distinctive governmental affiliation for 
cardholders who should not readily be identified as a State employee? 
 
Yes. U.S. Bank can also provide our standard card designs with no distinctive governmental 
affiliation for select cardholders. In fact, this is a practice currently in place for many undercover 
law enforcement clients. 
 

f. For cards issued with an EMV, will a pin number be required for face-to-face 
transactions? If so, how will the pin number be assigned and communicated to the 
employee? 
 
Yes. All U.S. Bank commercial cards are equipped with Chip and PIN technology. While most 
chip-card transactions are still verified by cardholder signatures, in some circumstances a 
cardholder may need to enter a PIN at the point of sale (if prompted by the card reader). Our 
cards are signature preferring, so PIN prompts would be uncommon in the U.S. but may occur 
more frequently abroad. 
 
All cardholders are prompted to select their PIN when they activate their account via the 
Customer Service Center. They will enter it once, then enter again to confirm. Because 
cardholders are selecting their own PIN at activation, it is less likely they will forget their PIN in 
the future. 
 
U.S. Bank has also provided a simplified process for changing a PIN. Cardholders can call the 
Customer Service number on the back of their card, enter their account number, validate their 
identity, then follow the prompts to the PIN options menu. As a security measure, the 
cardholder must know their current PIN to change a PIN. If the cardholder does not know their 
current PIN, they can request that a PIN reminder be mailed to them. 
 

g. What is the delivery method and turnaround time for new/replacement cards? 
 
After implementation, program administrators can submit an application using Access Online, or 
send via fax or email. Delivery options and timelines are as follows: 

▪ Daily cards—Produced and shipped within three business days from request and shipped 
via USPS regular mail. 

▪ Expedited cards—Produced and shipped within two business days from request and 
shipped via UPS overnight. 

▪ Fast card (24-hour replacement)—Produced and shipped within one day, if ordered by 3 
p.m. ET, and shipped via UPS overnight. 

 
h. If the State orders 10 or more new cards on any given day, will the Firm be willing to 

express ship those cards to the State at no cost? 
 
While U.S. Bank can express-ship cards using the methods and timelines outlined in our previous 
response, any rush delivery of cards will be assessed a fee of $20 per shipment. 
 

i. Can the Firm send all newly issued cards (including replacement cards) directly to a 
centralized location? (Note: the State desires to have all cards sent to DOA) 
 
Yes. U.S. Bank can accommodate this request and send all newly issued cards, including 
replacements, directly to a centralized location. 
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j. What is the time frame for emergency or rush cards, and is there a fee to the State for 
overnight delivery? 
 
Please see our response to Question 10.g., above, for an overview of the delivery options and 
timeframes available to the State. Expedited and Fast cards will be assessed a fee of $20 per 
shipment. 
 

k. Can card profiles associated with an employee job title or position be made available 
to quickly set up new cardholders with a specific transaction/credit limit and specific 
MCC categories? 

 
Yes. Access Online provides functionality that allow the State to set up or define cardholder 
setup templates that can be used to streamline the setup process by defaulting specific values, 
such as spending limits and MCC groups. These templates can be defined by role and set up at 
an overall client relationship level or by hierarchy node.  
 

l. It is State requirement that all cards require activation upon receipt and prior to first 
use. How will the Firm accommodate this? 
 
Standard practice includes a card activation program requiring cards to be activated before first 
use by calling the Customer Service Center and providing the necessary information to the 
Customer Service Representative.  
  
Cardholder verification is required prior to discussing or providing account information. Two 
pieces of information are always required. 
 

m. How often do cards expire and are re-issued to cardholders? 
 
All commercial cards in good standing are automatically reissued every four years. They are 
mailed directly to all cardholders at least four weeks prior to the expiration date. 
 

n. When are reissued cards issued and sent prior to the expiration date of the existing 
card? 
 
Cards are mailed directly to all cardholders, or to a central location if requested by the State, at 
least four weeks prior to the expiration date.  
 

o. What are the Firm’s procedures for canceling a card and notifying the State? Is the 
State able to disallow any such cancellation? 
 
Cardholders and program administrators can terminate card accounts in real-time within Access 
Online.  
 
In the event of delinquency, U.S. Bank will suspend an account at 60 days past due. Account 
suspension will automatically be removed when payment in full is received for the 60-day 
balance. If an account reaches 90 days past due, U.S. Bank will revoke card privileges and the 
account will be permanently closed. Please note that since U.S. Bank is proposing a corporate 
liability program, we do not anticipate issues with delinquency. 

Account purge 
Individual accounts will purge once they have expired and have met one set of the criteria below:  
▪ Account is open and in good standing, closed due to delinquency, or reported as a lost card 

as well as: 
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• Account has expired  

• Account has been inactive for at least 22 months  

• Account has a zero balance 

• Account is closed as well as: 
 Account has been inactive for at least 12 months 
 Account has a zero balance 

 
Exceptions to these conditions include: 
▪ An account will never automatically purge if the account has been charged-off as a bad debt  
▪ An account will never automatically purge if there has been fraud on the account 
 

11. Lost, Stolen or Compromised Cards 

a. In what ways can the State notify the Firm once they realize a card has been lost, 
stolen or compromised? 
 
When a replacement card is required, the cardholder calls the Customer Service Center 
domestically or the Visa Assistance Center internationally to report a card lost or stolen and 
request emergency replacement. There are no replacement fees for standard delivery of the card 
replacement and neither the State nor the cardholder is responsible for fraudulent charges made 
to the promptly reported lost or stolen card. If expedited delivery cards are ordered before 3 
p.m. ET, they will be processed and shipped the same day. For standard delivery, cards will be 
produced the next day and shipped the day after. When a card is replaced due to a lost or stolen 
situation, it retains the original expiration date. 
 
Our cardholders’ convenience and safety is of utmost importance to us, which is why U.S. Bank 
Customer Service Representatives and Assistance Center Representatives have the ability to 
make arrangements for an emergency cash advance and hotel room booking, as necessary, until 
the replacement card arrives. 
 

b. The State requires support for notification. Is support for notification available 24/7? 
 
Yes. As our process for reporting a card as lost or stolen requires a call to our customer service 
center, the State will have support for notification available 24/7. 
 

c. How long does it take for a card to be cancelled once the Firm has been notified? 
 
Cards can be cancelled in real time. 
 

d. How quickly can a replacement card be mailed once the Firm has been notified? 
 
The timeline for card replacement is dependent upon the delivery method selected by the State. 
Delivery options and timelines are as follows. 

▪ Daily cards—Produced and shipped within three business days from request and shipped 
via USPS regular mail. 

▪ Expedited cards—Produced and shipped within two business days from request and 
shipped via UPS overnight. 

▪ Fast card (24-hour replacement)—Produced and shipped within one day, if ordered by 3 
p.m. ET, and shipped via UPS overnight. 

 
Please note that Expedited and Fast card options will be assessed a fee of $20 per shipment. 
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e. How will the Firm handle the replacement of a lost or stolen card in the event the State 
requires account activation within 48 hours or less? 
 
In the event the State would require account activation within 48 hours or less, U.S. Bank 
provides the expedited delivery options outlined in our previous response. 
 
Moreover, our cardholders’ convenience and safety is of utmost importance to us, which is why 
Customer Service Representatives have the ability to make arrangements for an emergency cash 
advance and hotel room booking, as necessary, until a replacement card arrives. 
 

12. Program Administration 

a. What capabilities and functionalities do administrators have (i.e. adding new 
cardholders, adjusting credit limits, reviewing activities)? Are these changes made in 
real-time? 
 
Access Online offers effective and efficient management controls, allowing multiple users within 
your organization to efficiently manage accounts, effectively manage transactions and establish 
workflow. Access Online offers the following functionality for program administrators: 

▪ Set up and maintain cardholder accounts 

▪ Manage system access and user entitlements 

▪ Establish policies, procedures and workflow 

▪ Maintain cost allocation coding, lists and rules 

▪ Generate management reports 

▪ Schedule financial extracts 

▪ Integrate information into financial systems 
 
Within Access Online, program administrators can set up and edit the following account 
parameters in real-time: 

▪ Demographic information 

▪ Transaction controls and limits 

▪ Reporting hierarchy assignments 

▪ Access rights 

▪ Default accounting codes 

▪ Merchant Category Code (MCC) group changes 
 

b. If a transaction is declined at the point-of-sale and the cardholder contacts the 
Program Administrator, can the Program Administrator adjust restrictions, cardholder 
limits, and controls on individual cards on a “real-time” basis? If not “real-time”, 
identify the length of time required for changes to become effective. 
 
Yes. Access Online provides program administrators with the ability to make adjustments in real 
time to the spending controls associated with a specific account. 
 

c. If the internet is unavailable, can Program Administrators make changes to cardholder 
limits/restrictions by phone? 
 
Yes. If the program administrator is unable to access the internet, he or she can request changes 
to spending controls by contacting customer service. 
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d. Can Program Administrators make temporary adjustments to a cardholder’s profile 
that automatically reverts back to the original profile on a specified future date? 
 
Yes. The Account Maintenance Effective Dating feature provides entitled users with the ability 
to define effective dates for temporary and future permanent account maintenance requests. You 
will gain more control of your card accounts by controlling when a maintenance request is 
updated. Program administrators may use effective dating to change authorization limits, 
demographic information, account information and default accounting code. 
 

e. Can a report be generated to show dormant accounts that have no activity for a period 
of time? 

 
Yes. Access Online provides an Account List report that allows users to run and sort the data by 
“Last Transaction Date” to identify accounts with no activity for a period of time. 
 

f. Can a report be generated to summarize the amount spent by all cardholders for 
individual vendors? 
 
Yes. U.S. Bank provides a Merchant Spend Analysis report as part of our standard report 
functionality. 
 

13. Customer Support 

a. Will State administrators have a dedicated customer service team to handle requests 
and service needs? 
i. What are the normal business hours of this team? 
ii. Will it be available 24/7/365? 
iii. Where is the call center located? 
iv. How many support personnel available? 
v. What is the average response time? 
 
U.S. Bank will assign a dedicated account coordinator, Shannon Ness, to provide day-to-day 
operations support to the State. Account coordinators are available during normal business hours 
of 8 a.m. to 8 p.m. ET. Should the State’s program administrator(s) have a need outside of these 
hours, our Customer Service Center and Technical Help Desk are available 24/7 to provide 
additional support. 
 
Your account coordinator is based in Minneapolis. The Customer Service Centers are located in 
Fargo, North Dakota and Coeur d’Alene, Idaho. 
 
In support of your cardholders, U.S. Bank provides approximately 120 Customer Service Center 
employees dedicated to Corporate Payment Systems clients and 13 Technical Help Desk 
employees.  
 
Account coordinators are available to support your program administrators, in addition to the 
Customer Service Center and Technical Help Desk. If your dedicated account coordinator is 
unavailable, U.S. Bank can provide support through our shared service team of 10 account 
coordinators dedicated entirely to public sector and higher education clients. 
 
The information below is specific to our shared-service, or account coordinator pods. The 
timeline for account coordinators begins when the request received is accurate and complete. 
Requests received after 4 p.m. ET are submitted for processing on the following day. Other 
service level targets include: 
 



 

U.S. Bank State of Delaware TRE18101-BANKINGSVC 105 
 

Service Service Performance Target 
Telephone Answer First contact, when possible 

Inquiry Status Update Within 1 business day 

Call Return Within 1 business day, same day if received by 4 p.m. ET 

Email Acknowledgement 1 business day 

 
For immediate assistance, program administrators are encouraged to call their account 
coordinator. If you have a dedicated account coordinator who is unavailable or out of the office, 
we also encourage you to call the public sector shared service team for immediate assistance. 
 

b. Will cardholders have a toll-free assistance line for account inquiries, billing 
information, reporting fraud and other services the Firm describes? 
i. What are the normal business hours of this team? 
ii. Will it be available 24/7/365? 
iii. Where is the call center located? 
iv. How many support personnel available? 
v. What is the average response time? 
 
Yes. U.S. Bank offers toll-free customer service for cardholders. Our two U.S.-based Customer 
Service Centers are located in Fargo, North Dakota and Coeur d’Alene, Idaho and available 
24/7. U.S. Bank staffs the Customer Service Center with approximately 120 employees dedicated 
to Corporate Payment Systems. 
 
Customer Service Representatives can assist with: 

▪ General information 

▪ Account closures 

▪ Account balance and status 

▪ Card replacement 

▪ Spending limit availability 

▪ Lost or stolen card reports 

▪ Payment due dates and mailing addresses 

▪ Non-receipt reports 

▪ Dispute status 

▪ Manual authorization 

▪ Duplicate statement requests 

▪ Resolving disputes 

▪ Statement transactions 

▪ Resetting passwords for Access Online 

▪ Maintenance tasks 

▪ General navigation for Access Online 

▪ Card activation 

▪ Making a payment 

▪ Name and address changes 
 

 
Provided below is a summary of the service performance targets used by our Customer Service 
Representatives. 
 

Service Service Performance Target 
Basic Assistance Available 24/7 to respond to account inquiries and problems, and for notification 

of billing. 

Telephone Service (monthly average) ▪ Answer at least 75 percent of all incoming calls within 30 seconds 
▪ Allow no more than 4 percent of incoming calls to be abandoned from queue 

Card Applications Applications will be processed generally real time in Access Online, or within two 
days if credit approval is required  

Card Production (including emergency 
replacement of lost or stolen cards) 

▪ New account cards mailed within three business days. 
▪ Replacement and additional cards mailed within three business days 
▪ Cards requested on an emergency basis mailed the same day as requested 

if request is received by 3 p.m. ET on business days 

File Delivery Files will be available for download on the requested date no later than 6 p.m. ET 

Statement Delivery Statements must be mailed within the following timelines: 
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▪ Central bill—three business days after cycle 
▪ Cardholder statements—100 percent of statements mailed no later than 

three business days after cycle 
▪ Statements made available in Access Online one business day after cycle 

 
14. Disputed and Fraudulent Activity 

a. What is the process for handling disputed and fraudulent items? 
 
As a best practice in the event of a dispute, we encourage clients to contact the merchant first. 
Most of the time, disputed charges can be resolved this way, without having to undergo the full 
dispute process. However, when a full transaction dispute is necessary, we make the process 
simple. We handle the process from initiation to resolution, and there is little to no paperwork 
required. Using Access Online, cardholders will save time by simply going online (via web or 
mobile app) to initiate disputes, check the status of disputed transactions and run reports. Below 
is a general timeline for the dispute process. 

 

 
 

Dispute Initiation 
Disputes may be initiated by phone, online or mobile app and can be tracked in Access Online; 
all dispute data is updated daily. 
 
Through Access Online, users can: 

▪ View all disputed transactions electronically 

▪ View the current status of a dispute 

▪ Cancel a disputed transaction 

▪ Determine if a transaction has been disputed electronically 

Dispute Billing 
Once a transaction is in dispute, it is removed from the total amount due that appears on the 
card statement. Disputed amounts are not subject to finance charges, regardless of the final 
resolution decision. 
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Cardholder Notification 
The cardholder will receive a letter in the mail notifying them of the dispute resolution, and 
whether or not they are responsible for payment of the charge. 

Dispute Reporting 
In Access Online, disputed transactions are marked with a “D” to easily identify transactions that 
are currently in the dispute process. To assist you with effective program management, several 
reports can be run on disputed transactions: 

▪ Transaction Detail—Shows summary allocation information for a specific accounting code 
and provides specific transaction detail. The Transaction Detail report provides the 
following fields: 

• Disputed—Shows whether the transaction has ever been disputed (Y/N) 

• Dispute Status—Shows whether the dispute has been resolved, and in whose favor 

• Dispute Status Date—Lists the date of the dispute resolution 

▪ Full Transaction and Order Detail—Fully details expenditures, including transaction, line 
item, order, account allocation and tax estimation information 

▪ Bill Transaction Analysis with Order Detail—Offers detailed and summary billed 
transaction information regarding the results of order and transaction matching 

 
Disputed items are removed from the balance due and do not age while in a dispute status. If the 
dispute claim is resolved favorably, the charge is completely removed from the account; if it is 
resolved unfavorably, the charge is then reflected back into the balance due. 
 

b. How will a cardholder dispute an item on his or her statement, or submit notice of an 
item believed to be fraudulent? 
 
Disputes may be initiated by phone, online or mobile app and can be tracked in Access Online; 
all dispute data is updated daily. 
 

c. How is the pending dispute or fraudulent item notated on a cardholder’s account? 
 
In Access Online, disputed transactions are marked with a “D” to easily identify transactions that 
are currently in the dispute process. 
 

d. How is a cardholder’s account corrected if dispute is settled in cardholder’s favor or 
transaction is confirmed fraudulent? 
 
Disputed items are removed from the balance due and do not age while in a dispute status. If the 
dispute claim is resolved favorably, the charge is completely removed from the account; if it is 
resolved unfavorably, the charge is then reflected back into the balance due. 
 

e. What is the timeframe for crediting the disputed or fraudulent item to the cardholder’s 
account? 
 
Due to the variability of the dispute process, including merchant responsiveness, U.S. Bank 
cannot guarantee a specific timeframe. However, if the dispute claim is resolved favorably then 
the charge is completely removed from the account. 
 

f. Does the Firm offer any program for eliminating/reducing card fraud? 
 
Yes. U.S. Bank offers a full range of fraud prevention and investigative services as part of our 
standard offering to commercial card clients. The core service is driven by a team of dedicated 
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fraud professionals focused on superior service and results for our clients. The complete fraud 
life-cycle support includes: 
 

 

Account Monitoring and Notification 

▪ Trained fraud professionals available 24/7 

▪ Combination of real-time and near real-time fraud rule engines 

▪ Authorization scoring with industry-leading risk models designed to profile cardholder 
behavior and compare it against known fraud patterns 

▪ Outbound telephone calls to cardholders and program offices to verify activity 

▪ Optional fraud alerts via text message and email 

▪ 3D Secure authentication for card not present (online) charge 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 Card Verification Value (CVV) embedded in card magnetic 
strips along with chip enabled cards to prevent counterfeit risk 

Identity Theft Mitigation 

▪ Our Threat and Vulnerability team monitors the internet for rogue websites impersonating 
our sites and closes them down 

▪ Compromised user ID alerts 

▪ Immediate response to breaches through our cardholder privacy office 

Customized Fraud Risk Controls 

▪ Account opening and maintenance policies 

▪ Appropriate credit limit assignments 

▪ Merchant restrictions 

Intelligence Gathering 

▪ Participation in industry roundtables provides current information on fraud trends and 
allows for proactive steps toward fraud mitigation 
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▪ Quarterly reviews conducted with Visa and Mastercard on fraud trends, performance and 
innovative fraud products 

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 by providing copies of charge receipts, transaction detail 
and copies of applications to law enforcement agencies, if required 

 
g. What are the liabilities of the State and employees in the event of fraud, abuse, or loss 

of a card that is committed by a non-employee and not for the benefit of the State? 
 
Your cardholders are automatically covered by complete fraud protection at no cost. Neither you 
nor your cardholders will be held liable for fraudulent charges made to a promptly reported lost 
or stolen card. 
 
i. If the State is not liable but a loss is incurred, would it impact the rebate, if any, 

paid to the State? 
 

No. If fraud loss is incurred, U.S. Bank will absorb those losses rather than deducting them 
from any rebate paid to the State. 

 
ii. Confirm neither the State nor any State employee will be held responsible for 

charges incurred from a lost/stolen card if the loss is reported to the awarded Firm 
within five business days of the known loss. 

 
U.S. Bank can confirm that neither the State nor your cardholders will be held liable for 
fraudulent charges made to a promptly reported lost or stolen card. 

 
h. Is the Firm able to electronically notify authorized designees of unusual transaction 

activity at the individual cardholder level? 
 
Yes. The fraud alert process builds upon our current fraud process. When suspicious activity is 
detected, the card in question is placed in Fraud status, automatically declining subsequent 
activity, and an SMS alert is sent to the registered cardholder’s mobile phone number, all in real-
time. Upon receipt of the message, the cardholder is prompted to respond “valid” if the 
transaction is valid or “fraud” if the transaction is fraudulent. 
 
A “valid” response clears the Fraud status from the account, and the cardholder receives a 
follow-up message confirming that the Fraud status has been lifted. 
 
A “fraud” response triggers a follow-up message informing the cardholder that a U.S. Bank fraud 
agent will call to initiate our standard fraud process, including cancelling the compromised card 
and issuing a replacement. Alternatively, the cardholder will be provided the option to call our 
fraud agents immediately. 
 
If we do not receive a response to the fraud alert message, our fraud analysts will handle the 
suspicious activity per our existing process. 
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15. Reporting 

a. Describe the online reporting provided to cardholders and administrators. 
 
Comprehensive reporting is vital to the State for effectively managing your payment programs. 
With the Access Online reporting tool, you can run predefined standard reports or create 
organization-driven ad hoc reports with six years of transaction data available online. 
 
Access Online means immediate access to your transaction data, allowing you to run reports 
whenever needed. The highly intuitive user interface makes it easy for you to access your vital 
program data. Users simply select from a list of reports, define specific selection and sort options 
and choose an output type. 

Report Categories 
Report categories available include: 

▪ Program management reports—Supports general program management activities and 
allows you to monitor compliance with organization policy. Program performance indicators 
highlight important trends that you can use to proactively manage your accounts. Program 
administrators gain access to information on every type of account activity. 

▪ Financial management reports—Allows you to access transaction management activity 
information; can be used to determine if cardholders are properly managing their accounts 
and ensure that expenses are assigned to the proper cost centers. 

▪ Supplier management reports—Allows you to manage supplier relationships, support 
supplier negotiations and manage spending by category. Used to analyze the overall 
effectiveness of your supplier strategies and identify overall performance issues and 
opportunities. the State is 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 you with monitoring expenditures, 
tracking variances and managing account allocations; can be used to ensure your programs 
are operating in accordance with U.S. Federal Government standards and requirements. 

▪ Administration reports—Provides program administrators easy access to basic program 
configuration information and helps them determine the impact the program structure may 
have on performance and utilization, including accounting code and user management. 

Dashboard Reporting 
Access Online Dashboard reporting provides an intuitive, on-demand view of information that 
allows the State to step back from the details and see the key trends and relationships that drive 
your commercial card programs’ success. 
 
Dashboard reporting offers several benefits, including: 

▪ Distills extensive data into a single page that graphically represents the areas of performance 
you care most about, such as spending, transaction and purchasing indicators 

▪ Compares different time periods and key points of data to each other to understand current 
and historical trends 

▪ Customizes reporting by hierarchy level to highlight overall or measure individual 
department performance 

Custom Reporting 
In addition to standard reports, Access Online offers the following ad hoc reporting and 
scheduling options: 

▪ Flex data reporting—Puts the control in the user’s hands, so they can define what they 
want to see in a report. By setting the report context—date ranges, processing or reporting 
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hierarchies and more—users are able to choose the amount of data they want. By defining 
report content (fields to include or calculate) users ensure only the information they need is 
in the report. Users can define a logical grouping of data, and at what level it should be 
subtotaled. 

▪ Report scheduler—Available with our Standard Reports; allows program administrators to 
schedule reports to run once or on a recurring basis. Additional features include: 

• Reports can be delivered to multiple recipients 

• Recipients can be notified via email when the report is available 

• Access to functionality is controlled by Report Scheduler entitlement 

Report Formats 
All reports are parameter-driven and offer a high degree of flexibility and variety of output 
formats, all fully exportable and viewable online in the following formats: 

▪ Browser—Open in the user’s existing internet browser, requiring no additional software. 
Some reports take advantage of drill-down links for additional detail. 

▪ PDF—Readily formatted for printing, downloading or email exchange. 

▪ Excel—Use a spreadsheet structure for ease of additional analysis, sorting and filtering, and 
useful for export to third-party applications. 

▪ Active—Use dynamic HTML to display using the existing browser but also offer interactive 
features, including on-demand sorting, filtering, charts, graphs and export to XML and CSV. 

 
Reports can be delivered via the following methods: 

▪ Internet—Access Online is a web-based system that allows users 24/7 access to reports. 

▪ Data file—We will provide a data file at a frequency level directed by you. 

▪ Access Online data exchange—Scheduled reports are only delivered through Access 
Online Data Exchange, and can be retrieved from the Access Online Secure Mailbox. You 
will receive email notification when reports are available for viewing. Access Online provides 
Transport Layer Security (TLS 1.2) 256-bit data encryption. We do not distribute actual 
reports via email for security reasons. 

Benefits 
The Access Online management reporting: 

▪ Meets your 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 six years of transaction data 
 

b. Identify whether the online reporting system provides real time information for 
transactions. If not, how long does it take for transaction data to become available? 
(Note: availability of real-time transaction information is a requirement of the State.) 
 
The timing of transaction posting and its availability within Access Online ultimately depends on 
when the merchant batches its transactions to the merchant bank. A transaction will post within 
24 to 48 hours of the merchant submitting the transaction to its merchant bank. At the time of 
purchase, our interface with the processing system will show the transaction was sent for 
authorization (pre-posting). Once the transaction posts, the transaction becomes viewable on 
Access Online. 
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c. Is the State able to generate reports that are organization (Department or Division 
level, not across the entire Program) or cardholder specific? (Note: the ability to 
generate these reports is a requirement of the State.) 
 
Yes. Reports can be grouped by either reporting hierarchy or processing hierarchy. 

 
The reporting hierarchy is a seven-level hierarchy customized for your reporting purposes only. 
We work with you to establish the reporting hierarchy. The reporting hierarchy allows you to 
break down data solely for reporting purposes. 
 

d. Is the State able to schedule on-demand ad-hoc reports? 
 
Yes. In addition to standard reports, Access Online offers the following ad hoc reporting and 
scheduling options: 

▪ Flex data reporting—Puts the control in the user’s hands, so they can define what they 
want to see in a report. By setting the report context—date ranges, processing or reporting 
hierarchies and more—users are able to choose the amount of data they want. By defining 
report content (fields to include or calculate) users ensure only the information they need is 
in the report. Users can define a logical grouping of data, and at what level it should be 
subtotaled. 

▪ Report scheduler—Available with our standard reports; allows program administrators to 
schedule reports to run once or on a recurring basis. Additional features include: 

• Reports can be delivered to multiple recipients 

• Recipients can be notified via email when the report is available 

• Access to functionality is controlled by Report Scheduler entitlement 
 

e. Confirm that the Firm can provide the reporting requirements provided in the table 
below. 
 

Requirement Yes/No 

List of cardholders by State, organization, etc. Yes 

Detailed transaction listing by cardholder. Yes 

Detailed transaction listing by organization or unit within the organization. Yes 

Summary listing of activity by merchant type. Yes 

Detailed listing of transaction by merchant type, cardholder. Yes 

Monthly listing of all cards reported lost or stolen, including date account was closed. Yes 

Listing of all accounts closed during the month and the date of closing. Yes 

Listing of all disputed transactions submitted by State organizations. Yes 

Daily listing of all declined transactions by organization, cardholder. Yes 

Listing of all authorized card users by account. No 

 
f. In what formats, can these reports be downloaded? Are these reports downloaded 

from the web-based application? Are there alternative options for transmitting daily 
reports (i.e. FTP)? 
 
All reports are parameter-driven and offer a high degree of flexibility and variety of output 
formats, all fully exportable and viewable online in the following formats: 

▪ Browser—Open in the user’s existing internet browser, requiring no additional software. 
Some reports take advantage of drill-down links for additional detail. 
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▪ PDF—Readily formatted for printing, downloading or email exchange. 

▪ Excel—Use a spreadsheet structure for ease of additional analysis, sorting and filtering, and 
useful for export to third-party applications. 

▪ Active—Use dynamic HTML to display using the existing browser but also offer interactive 
features, including on-demand sorting, filtering, charts, graphs and export to XML and CSV. 

 
Reports can be delivered via the following methods: 

▪ Internet—Access Online is a web-based system that allows users 24/7 access to reports. 

▪ Data File—We will provide a data file at a frequency level directed by you. 

▪ Access Online Data Exchange—Scheduled reports are only delivered through Access 
Online Data Exchange, and can be retrieved from the Access Online Secure Mailbox. You 
will receive email notification when reports are available for viewing. Access Online provides 
Transport Layer Security (TLS 1.2) 256-bit data encryption. We do not distribute actual 
reports via email for security reasons. 

 
g. Validate the capacity to meet the file definitions provided in Appendix H for current file 

transfers. 
 
U.S. Bank has reviewed Appendix H and can confirm our ability to meet the requirements 
outlined in this section. 
 

h. Confirm the Firm’s ability to provide cardholder test files to the extent where a testing 
database is provided to the central P-Card team to execute the triggers provided in 
Appendix H for creation of testing files for the cardholder data interface file. 

 
U.S. Bank will work with the State on providing cardholder and transaction test files to validate 
our data interface files. While we do have a testing database, we manage and control access to 
internal U.S. Bank teams only.  
 

i. Does the State have the ability to run reports to show activity for: daily, weekly, 
monthly, quarterly, yearly, and for a period between any two dates chosen by the 
central team end user? 
 
Transactions can be reported on based upon cycle, monthly calendar range, posting date range or 
transaction date range for a rolling six-year period. 
 

j. Describe the electronic data available online that can be downloaded. In what format is 
information available? 
 
More than 290 fields are available to an Access Online user with which they can create flex data 
(ad-hoc) reports. The exact number of fields available will depend on the user’s specific access 
and the products that you have enabled (e.g., fleet fields are not enabled when a fleet product is 
not issued). In addition to the fields available in Access Online, more than 400 fields are available 
within Financial Extract files, and by extension, are available within custom built reports that are 
created by our staff and delivered to your designated users within Access Online. 
 
Access Online reports are available 24/7 via the web in the following formats: 

▪ Access Online Secure Mailbox—You will receive email notification when reports are 
available for viewing in your Access Online mailbox; we do not distribute actual reports via 
email for security reasons 

▪ Export—PDF and XLS formats 
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▪ Data file—We will provide a data file at a frequency level directed by the State 

▪ Access Online Data Exchange—Scheduled reports are delivered through Access Online 
Data Exchange with Transport Layer Security (TLS 1.2) 256-bit data encryption 

 
k. Are workflow reports available to show an audit trail of specific activity, such as card 

review/approvals (name, date, activity) and temporary credit limit approvals? 
 
While we do have an audit trail report for account setup and maintenance, we do not currently 
have an audit report that can track login activity or tasks completed in transaction management, 
order management or virtual pay. We are working to develop such reporting and have a tentative 
delivery date for late 2018. 
 

l. Provide a demonstration of your Firm’s online capabilities. Access to the demo can be 
by CD-ROM or online. 
 
While we do possess a demonstration environment, we do not possess a demo online or on CD-
ROM for distribution to clients. Rather, our best practice recommendation is for U.S. Bank 
personnel to provide a live demonstration as part of an oral presentation. This demonstration 
would be led by you Solutions Engineer, and provide the State an opportunity to ask questions 
that are pertinent to your program rather than run a scripted simulation within the system. 
 

m. How can the State limit the ability to view information on an organization-by-
organization basis (scoped viewing)? 
 
Your program administrator controls employee access to program information and U.S. Bank 
Access Online functionality. Each Access Online user ID is associated with authorization and 
authentication information that dictates which accounts a user can access and which tasks a user 
can perform within Access Online. The system authorizes access exclusively to the data and 
functionality allowed by the profile associated with that user ID. This structure allows you to 
permit each employee access only to the information and functionality necessary to perform his 
or her job duties. 
 

n. Describe the data that is captured by the online reporting system. Does the reporting 
system capture Level 3 data? 
 
Level I financial record data is captured with every transaction, but Level II/III enhanced data 
capture is dependent on the capability of the merchant that accepts the card. U.S. Bank Merchant 
Payment Services and Corporate Payment Systems are both capable of receiving and storing 
specific enhanced data elements for commercial card transactions and these data elements can be 
accessed through Access Online. In addition, every merchant that U.S. Bank Merchant Payment 
Services implements to accept cards as payment is set up to be Level II capable. 
 
U.S. Bank also receives a daily file from Visa with additional data capture (i.e., Level III). We use 
this file to append the transactions and add the additional details. 
 
Level II detail is included in all statements. Level III does not print on statements, but is 
accessible by running reports in Access Online. 
 
U.S. Bank collects and passes along all data that is captured at the point-of-sale by the merchant. 
Our ability to provide the State with enhanced data depends on the capability of the merchant 
acquirer to capture and pass along that data. 
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o. Describe the Firm’s capabilities regarding interfaces with First State Financials. 
Elaborate on the ability to extract data in various formats from your system for 
analysis or to interface with the State’s accounting systems. 
 
We will work with you to integrate your commercial payment program information with your 
financial systems. From accounts payable to electronic expense reporting and eProcurement, we 
have successfully integrated our solutions with all major financial systems, including JD Edwards, 
Oracle, PeopleSoft and SAP. 
 
Effective financial extracts contribute to increased processing efficiencies and cost savings. 
Access Online allows you to extract the data you need in the most efficient, convenient format, 
providing a wide variety of financial extract options to meet your specific integration 
requirements. Options for financial extracts include: 
▪ Standard financial extracts—Appropriate for clients desiring a quick to implement, low 

maintenance, automated extract solution. If a standard financial extract is appropriate for the 
State, you will receive a basic financial extract at the end of each cycle in a format that is 
compatible with your systems. 

▪ General ledger extracts—Directly integrate with the State’s general ledger system. You 
control where transactions are allocated, how extracts are structured and when data is 
delivered, which provides more control over your transaction data. If you receive a daily 
general ledger extract, you can customize the daily file by choosing a specific number of 
previous days to include in the file. You can receive general ledger extracts daily or at the end 
of each cycle. 

Output Format 
The State can choose the output format that best suits your needs. The output file format 
indicates the unique positioning and layout of data within an extract file. We offer four primary 
output file types: 
▪ Statement Billing File 2.5 (SBF 2.5)—U.S. Bank standard statement file that contains 

transaction data with allocation information; primarily used to populate your general ledger 
with transaction information. 

▪ VCF 4.0 (UVCF 4.0)—Standard file format that contains transaction, account, hierarchy 
and Level II and Level III data for both corporate and purchasing card programs. This file 
type also supports the inclusion of allocation data from Access Online. 

▪ U.S. Bank Commercial 2.0—Accommodates virtual pay and order management programs. 
U.S. Bank Commercial 2.0 is based on U.S. Bank Commercial 1.0 with the addition of user 
line items, Virtual Pay or Order Management data. 

▪ RCON1 Standard Extract—This file type accommodates Virtual Pay programs and 
contains basic transaction detail data and the matching payment instruction (PI) and 
payment request (PR) data. 

 
U.S. Bank will work with the State to determine your specific data transmission needs, offering 
standard or custom financial extracts as needed. 
 

16. Additional Benefits / No Cost Features 

a. Discuss any no-cost benefits provided to cardholders (i.e. travelers’ checks, 
emergency check cashing privileges, etc.) 
 
To protect the State against cardholder misuse, we offer liability waiver coverage at no cost. To 
qualify for the coverage, the cardholder’s employment must be terminated. Maximum coverage is 
$100,000 per cardholder account. Eligible charges are those incurred by the cardholder 75 days 
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prior to termination, through 14 days after, provided U.S. Bank is notified within two business 
days of termination. 

Additional Services 
We offer cardholders around the world toll-free, 24/7 access to travel and emergency services 
through the Visa Assistance Center (VAC). Your cardholders have access to the following 
emergency services: 

Prescription Assistance 
U.S. Bank Visa cardholders may obtain prescription services by contacting the VAC, which 
arranges for the prescription at a local or nearby pharmacy, subject to availability and local laws. 

Medical Advance 
Where insurance can be verified, the VAC provides a payment guarantee to local providers. The 
VAC also helps arrange for local prescriptions, subject to local laws. 

Medical and Emergency Transport 
When a medical crisis occurs, particularly overseas, the traveler may be at a disadvantage in 
obtaining quality medical care, including the ability to be referred to English-speaking 
professionals and facilities. The VAC assigns a program medical advisor, a licensed physician, to 
establish phone contact with attending personnel. The advisor makes an assessment of the 
cardholder’s condition and provides information on the local quality of care to the cardholder 
and his or her family. 
  
If appropriate, the VAC will arrange emergency transportation, under proper supervision, to a 
different hospital or treatment facility, or will arrange for repatriation. If treatment is received 
locally, the VAC assists with arranging payments. 

Legal 
If the cardholder is arrested or detained by authorities, as in an automobile accident, or is 
accused of a civil or criminal offense, the VAC maintains communication with the cardholder 
until the local U.S. embassy or consulate has been apprised of the situation. In addition, the VAC 
provides the cardholder with names, addresses and telephone numbers of local English-speaking 
attorneys, and coordinates payment of bail via transfer of personal funds or a cash advance, if 
necessary. 

Bail bond assistance and cash advance assistance 
The VAC coordinates payment of bail via transfer of personal funds or a cash advance using the 
U.S. Bank Visa Corporate Travel Card account, and follows up and ensures the situation is 
handled appropriately. 

Passport/Visa 
The VAC helps the cardholder locate misplaced documents and arranges for courier delivery to 
the cardholder’s location. If travel documents, such as a visa or passport, cannot be located, the 
VAC advises the cardholder of the nearest embassy or consulate location. 

Emergency ticket replacement 
Lost or stolen tickets can be replaced by arranging airport pick-up or direct delivery. The VAC 
provides replacement tickets for all common carriers and charges the tickets to the cardholder’s 
account. The VAC also assists the cardholder with lost ticket reimbursement procedures. 
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Emergency cash disbursement 
Worldwide emergency cash disbursement is available when a U.S. Bank corporate cardholder is 
traveling and reports a lost or stolen card. The cardholder may receive up to $5,000, subject to 
authorization by U.S. Bank. If the U.S. Bank contact cannot be reached, a disbursement of up to 
$1,000 may be made on our behalf, subject to available credit. 

Roadside emergency assistance 
Cardholders stranded on the highway can call the VAC to get back on the road. A Visa dispatch 
operator calls the cardholder back within minutes to let them know the name of the local tow 
operator or locksmith; in most cases, help arrives within 30 minutes. The cardholder pays only 
for the emergency services received and is able to use their U.S. Bank Visa Corporate Travel 
Card. 

Pre-Trip Assistance 
Receive comprehensive travel information, including health precautions, weather reports, 
currency exchange rates, and required visas and immunizations. Cardholders with special needs 
can make special arrangements for medical equipment and supplies and receive assistance with 
locating medical facilities prior to the trip. 

Translation Service 
Take advantage of immediate, 24/7 translation services in Spanish, French and Japanese, as well 
as reach translators for 20 other languages within a short time period. If more than telephone 
translation is required, the VAC assists with locating local interpreters. 

Lost Luggage Assistance 
U.S. Bank cardholder may receive immediate shipment of replacement items, a cash advance 
required as a result of the loss of luggage, and claims assistance when luggage is lost while 
traveling and the carrier is unable to locate it. Note: this is not lost luggage insurance. 

Guaranteed Hotel/Motel Reservation Service 
Make guaranteed hotel reservations at participating hotels. Rooms are held until checkout time 
on the day following the scheduled arrival. If the hotel has no room available, they will provide a 
comparable room at another hotel plus transportation and other related services at no additional 
cost. 

24/7 Locator Service 
Cardholders can get information regarding the location of Visa member banks, airports and Visa 
ATMs. 

Urgent Message Service 
The U.S. Bank Corporate Travel Card cardholder may record and receive urgent messages. The 
VAC records messages from and passes messages to a traveling cardholder who can call toll-free, 
anytime. Each message is saved for up to two weeks. 
 

b. For employees using the card for travel expenses, what additional benefits (i.e. 
accident and lost baggage protection) are provided at no additional cost? 

Travel Accident/Common Carrier Insurance 
The U.S. Bank One Card provides Common Carrier Travel Accident Insurance up to $250,000 
per cardholder with primary coverage, protecting against losses caused by either a common 
carrier accident or an accident incurred on the way to or from the terminal in a common carrier. 
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Travel Accident Insurance applies to the cardholder, spouse and children while traveling 
worldwide for business purposes, providing the entire travel fare was purchased with the One 
card. This insurance is automatically provided to cardholders and/or Central Billing Account 
(CBA) users when their entire travel fare is charged to their corporate account or CBA. 

Auto Rental Insurance 
Full value primary Auto Rental Insurance features worldwide coverage (some countries 
excluded) for collision, theft, vandalism, appraisal fees and loss of use when the rental is paid for 
with the U.S. Bank One Card. Our primary auto rental insurance program means that the State 
can eliminate self-insured or agency-insured expenses. No additional fee is charged for this 
coverage. 
 
Auto Rental Insurance applies to United States citizens traveling in the United States as well 
traveling overseas, and foreign nationals traveling in the United States. Foreign nationals 
traveling overseas are not eligible for this coverage. 
 
Coverage is available for rental periods up to 30 consecutive days. Claims must be filed with Visa 
within 45 days and the cardholder must decline additional Visa insurance at the time of rental. 

Baggage Insurance 
The State’s cardholders are eligible for secondary baggage coverage when the common carrier 
ticket is purchased with the U.S. Bank One Card, up to $1,250 coverage for lost or damaged 
bags. U.S. Bank will provide reimbursement if the common carriers payment is less than the 
traveler’s claim. 
 

C. Electronic Payables (ePayables) Services 

Currently, FSF does not have the functionality to handle comprehensive ePayables services. 

The following questions would allow the State to evaluate the feasibility of implementing a 

holistic ePayables solution and determine the allocation of resources needed to complete the 

project. 

 

1. Describe the Firm’s capabilities and experience with electronic payables solutions (virtual 

card and ACH payments). 

U.S. Bank Supplier Enrollment Overview 
U.S. Bank provides a complete program focused on expanding 
supplier acceptance of electronic payments, including Virtual Card 
and ACH. Our dedicated Supplier Enrollment team will partner with 
the State to contact your suppliers using multiple contact methods 
and encourage them to join your electronic payment initiative. 
Supplier Enrollment services offer a streamlined process to solicit 
suppliers to receive electronic payments. Suppliers can self-enroll via 
the Supplier Prefer Pay portal, selecting their preferred payment and 
remittance options. Through the portal, you can also monitor 
campaign progress, create reports and store supplier banking 
information securely. Additionally, we will assist you with program 
optimization reviews to ensure you are maximizing your payables 
opportunities. 
  
A successful Supplier Enrollment campaign is developed for you and your suppliers are closely 
managed to achieve the highest level of electronic payment participation possible. You define the 
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level of supplier outreach to ensure the right level of effort is focused on the strategic suppliers that 
have the largest impact on the success of your campaign. 
  
You control which payment types to offer each of your suppliers, which provides you the flexibility 
to determine the best payment strategy for each supplier, including the ability to offer multiple 
payment types and display supplier specific trade terms. Your suppliers can select from the multiple 
pre-determined payment methods and remittance options to receive electronic payments. This 
enables your supplier to determine the best receivables option for accepting your payments, including 
how the payment is received, who receives payment information and the delivery method of the 
payment remittance detail. 
  
Throughout your campaign, you can view the status of your electronic payments enrollment 
campaign using the enrollment dashboard. See who enrolled, what payment types were selected and 
the anticipated volume that is moved to electronic payments. Additionally, you can drill down to the 
individual supplier record for review and further analysis. 
  
You may elect to have your suppliers’ banking information securely stored at U.S. Bank. This 
provides security and control over the bank account number required to make an ACH payment and 
removes the burden of securing the information from your systems, reducing data security risks. 
Payment origination using Supplier Prefer Pay is based on the use of a simple payment instruction 
file augmented with payment routing information by Supplier Prefer Pay. When a payment 
instruction file is received, the recipient ID is the key to determining the enrollment status and 
appropriate payment routing details. Recipients who have enrolled in electronic payments will be 
identified and related payment routing details will be applied to those transactions. 
  
Supplier Prefer Pay offers the option for checks to be printed and mailed to recipients who have not 
enrolled in electronic payments, or who have declined enrollment in electronic payments. Once 
complete, the payments will be passed to the applications used for check print and rendition or ACH 
origination. Remittance data will be provided to the recipient, based on the supplier’s enrolled 
preference. Payment origination status reporting will be available at any time through Supplier Prefer 
Pay. 

U.S. Bank Virtual Pay 

U.S. Bank Virtual Pay, which we have provided to customers since 2007, is a commercial card 
payment solution that combines the control and automation of client purchasing and payables 
systems with the simplified payment and rebate opportunity of virtual cards. Virtual Pay extends the 
value of purchasing card programs by further automating your Accounts Payable payment processes, 
replacing traditional paper check payments with cardless U.S. Bank virtual accounts. 
 
Virtual Pay allows you to use your current business practices, which may include processing purchase 
orders, receipts, approvals, coding and invoices in your system. Once approved, payments are ready 
for processing. The State provides these payments to U.S. Bank via a file, online form or through an 
API. We then use one or a combination of the options below, depending on supplier preference, to 
accommodate payment to your suppliers: 

State-Initiated Payments (Straight-Through Processing) 

▪ Funds are automatically deposited into a merchant bank account less interchange 

▪ U.S. Bank provides reconciliation functionality in our tools to automatically match processed 
supplier payment transactions with your authorized payments 

Supplier-Initiated Payments 
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▪ Single-Use Accounts—Unique account numbers are assigned to each approved payment 
transaction; users have the ability to request and access a virtual account on their mobile device 

▪ Pre-authorized Limit Accounts—We dynamically raise credit limits on supplier-dedicated 
cards from zero to the amount of the payment appearing on the approved payment file 

 
Virtual Pay can accommodate both supplier-initiated and buyer-initiated payments without the need 
for separate file integration. 

State-Initiated Payments Process Flow 

 

 
Supplier-Initiated Payments Process Flow 

 

Benefits 
Virtual Pay provides significant benefits for the State, including: 

▪ Increased control and security through single use accounts and authorization controls 

▪ Extended Days Payable Outstanding 

▪ Reduced costs for the State by eliminating checks 

▪ Increased savings for the State by using a streamlined automated reconciliation process 

▪ Potential for additional rebate 
 
In addition, your suppliers will benefit by: 

▪ Reduced Days Sales Outstanding 

▪ Receives payment typically within 48 hours of processed payment 

▪ Automated payment reconciliation 
 

2. How many customers currently use your Firm’s electronic payables service? How many 

used the service as of December 31, 2017 and as of December 31, 2016? 

 
Supplier Prefer Pay launched in 2015 and as of the close of 2016, supported 11 corporate clients, 
expanding to 16 corporate customers by the end of 2017.  
 
U.S. Bank has approximately 430 Virtual Pay clients as of December 31, 2017, accounting for more 
than $7.6 billion in spend volume. As of December 31, 2016, there were 375 clients utilizing Virtual 
Pay. 
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3. Describe the Firm’s involvement with the payment process. Discuss in detail any files 

that OST would need to prepare or transmit to the bank. Are separate files required for 

virtual card transactions and ACH transactions or can they be combined in a single file? 

Supplier Prefer Pay 
Remittance information sent with payments can vary widely across many different industries. Your 
accounts payable system may have many messages that explain short payments or you may pay most 
invoices in full based on your payment practices. A single payment can include amounts for one or 
many invoices. You determine payment amounts and the paid invoices to group within a single 
payment. Consolidating payments with different due dates is not recommended as it can negatively 
impact payment timing. The benefit of consolidating payments is usually outweighed by the critical 
timing of making the payments separately (late payments, early payment discount, etc.). 
  
Suppliers can be sent standard remittance advice detail as detailed in the ANSI X12 820 Payment 
Order Remittance Advice. Those various standard codes are for computer to computer data 
exchange and are machine readable and are not meant to be human readable. In addition, human 
readable remittance detail can be printed on check stubs or sent in an email based on supplier 
profiles that indicate what form of remittance data is preferred. 
  
Payments within an origination file will be initiated according to the payment instruction file. The 
NACHA network and ACH files are the preferred method for moving remittance data conveyed in 
ANSI ASC X12 files between banks and trading partners. ACH files allow for certain amounts of 
addenda information to remain associated with the payment transaction, depending on the 
transaction standard class code used. Both ACH and Virtual Card payments can utilize email delivery 
of remittance information. The supplier enrollment process determines which payment method is 
preferred by each supplier. Remittance detail can be emailed to recipients when that option is offered 
and selected during enrollment. Content can take the form of a PDF report or CSV file, depending 
on the offering and the enrollment selection. 

Virtual Pay 
A full overview of the Virtual Pay process is included in our response to Question 4, below. What 
follows is a snapshot of the process flow used to provide payment through Virtual Pay. 

State-Initiated Payments Process Flow 

 

Supplier-Initiated Payments Process Flow 
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4. Please provide a timeline or flowchart of the entire payment process, including the 

deduction of cash from an OST account and receipt of payment by the vendor. 

Supplier Prefer Pay 
Remittance information sent with payments can vary widely across many different industries. Your 
accounts payable system may have many messages that explain short payments or you may pay most 
invoices in full based on your payment practices. A single payment can include amounts for one or 
many invoices. You determine payment amounts and the paid invoices to group within a single 
payment. Consolidating payments with different due dates is not recommended as it can negatively 
impact payment timing. The benefit of consolidating payments is usually outweighed by the critical 
timing of making the payments separately (late payments, early payment discount, etc.). 
  
Suppliers can be sent standard remittance advice detail as detailed in the ANSI X12 820 Payment 
Order Remittance Advice. Those various standard codes are for computer to computer data 
exchange and are machine readable and are not meant to be human readable. In addition, human 
readable remittance detail can be printed on check stubs or sent in an email based on supplier 
profiles that indicate what form of remittance data is preferred. 
  
Payments within an origination file will be initiated according to the payment instruction file. The 
NACHA network and ACH files are the preferred method for moving remittance data conveyed in 
ANSI ASC X12 files between banks and trading partners. ACH files allow for certain amounts of 
addenda information to remain associated with the payment transaction, depending on the 
transaction standard class code used. Both ACH and Virtual Card payments can utilize email delivery 
of remittance information. The supplier enrollment process determines which payment method is 
preferred by each supplier. Remittance detail can be emailed to recipients when that option is offered 
and selected during enrollment. Content can take the form of a PDF report or CSV file, depending 
on the offering and the enrollment selection. 

Virtual Pay 
The Virtual Pay process begins with the State communicating, via file, API or online form, who to 
pay through their U.S. Bank virtual payments program. 
 
The payment details may include payments for individual invoices and/or single payments that 
consolidate multiple supplier invoices. Data elements in the file vary according to your reconciliation 
needs and include: 

▪ Consolidated payment ID number (header level) 

▪ Payment amount 

▪ Supplier remittance detail for each invoice 

▪ Invoice/line item general ledger account allocations (if necessary) 
 
Upon receipt of the payments, we will post payment instructions to Access Online. Here payments 
can quickly be viewed to see their current status, view payment details and manage payments. 
 
At the same time, the payment notification emails will be sent out to suppliers providing instructions 
on how to take payment. 

▪ Pre-authorized limits—Under this option, we dynamically raise credit limits on supplier-
dedicated accounts from zero to the approved amount appearing on the payment instruction file 
received from the State. 

▪ Single-use accounts—This option provides the same dynamic credit limit capability as our pre-
authorized limits with the added capability of assigning unique account numbers (Single-Use 
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Accounts) to each approved payment transaction. In addition, Single-Use Accounts simplify 
reconciliation through the one-to-one relationship of the account number to the posted 
transaction. An additional control called Precise Pay can be utilized on Single-Use Accounts to 
ensure the supplier takes the full payment amount. The supplier will be unable to get an 
approved transaction unless the amount matches to the penny. 

▪ Straight-through processing—The payment is automatically processed for the supplier with 
the payment being deposited into their merchant account. 

 
The email notification sent to the appropriate supplier that communicates the virtual account 
payment information, remittance advice for payment application and your contact information for 
supplier questions and concerns. Optionally, email notifications may also be sent to the State-
designated contacts for confirmation of payment availability to the suppliers. Suppliers receiving 
email notifications then process the virtual card to receive their payment. 
 
It is important to note that we have the ability to systematically impose timeframes for supplier 
payment processing to avoid lagging transactions and associated reconciliation issues. 
 
After the supplier has completed their processing, the payment transaction posts in Access Online, 
where the transaction automatically matches to the payment instruction from the State and creates a 
complete record including transactional detail, allocations, line items, etc. The State may view 
payment information and generate associated reports within Access Online at any time. 

 
5. What are the options for transmitting vendor payment instructions to the bank? What is 

the deadline for the transmission of these payment instructions for same-day 

processing?  

Supplier Prefer Pay 
Payment origination using Supplier Prefer Pay is based on the use of a simplified payment instruction 
file transmission augmented with payment routing information from Supplier Prefer Pay. When a 
payment instruction file is received, the recipient ID is the key to determining the enrollment status 
and appropriate payment routing details. Recipients who have enrolled in electronic payments will be 
identified and the related payment routing details will be applied to those transactions. Same day 
ACH payment origination will be available in the fall of 2018. Check payments originated by 6 p.m., 
ET will be printed and mailed the following day 

Virtual Pay 
To ensure we can accommodate the unique needs of each of our clients, we offer the following 
payment instruction options: 

▪ Batch File Process (Payment Instruction File) 

• Best practice for handling bulk payment files 

▪ Access Online Web Form 

• Best practice for handling urgent payments 

▪ Customized web service interface 

• Best practice for creating custom payments 

• Remit payment to your suppliers 

• Direct connect feature 
 
Benefits include: 

▪ Eliminating costs associated with paper payments 

▪ Increasing visibility to your overall spend 
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▪ Providing greater flexibility and convenience to process a single-payment instruction 

Payment Processing Timeline 
Payment instructions are processed as they are received by U.S. Bank. As the State uses an SFTP 
process, U.S. Bank will process the payment instruction within minutes of receiving the file.  
U.S. Bank also can receive files through the Access Online Data Exchange, with the inbox swept 
every hour. Lastly, our web services offering allows for real-time payments. 

 
6. Once the Firm receives a payment instruction file, can the State instruct payments to be 

delayed and sent on a specific date or will payments be initiated immediate? 

Supplier Prefer Pay 
ACH payment can be “warehoused” with an assigned payment date and Check payments are mailed 
the day after submission. Best practice requires certainty of payment execution; on an exception basis 
a transmitted file may be canceled if the bank receives timely notification.  

Virtual Pay 
While the State can determine the frequency at which schedule payment instructions are batched out 
of the system, U.S. Bank does not provide the option to delay payments. We process payments upon 
successful transmission of the payment instruction file. 

 
7. What controls are in place to protect against lost files and duplications of transmissions? 

If duplicate files are sent, is there a penalty or potential issue? 

Supplier Prefer Pay 
Each payment origination file contains a unique sequence number and any file with a duplicate 
number will be flagged and the customer is notified. While no penalty is assessed, if a duplicate file is 
sent with a unique sequence number the payments will be originated and will require reversal.  

Virtual Pay 
To help protect against lost files or other issues, U.S. Bank provides a trouble ticket resolution 
process to address file issues on a case-by-case basis. Additionally, the State also has the option to set 
up email notifications confirming either a successful file transmission or that a file was submitted 
with errors (including the reason for the error). 
 
The file setup process is part of our overall implementation of the Virtual Pay program. As long as 
the State does not alter the file or data from what was validated during implementation, you should 
experience a consistent batch file that is outputting the data fields in the same way each time. 
 
Specific to duplicate payments, Virtual Pay files are run through a validation before they are 
processed, and each payment has a unique identifying number attached to the payment. A payment 
with a duplicated identifying number would be rejected with an email notice sent to the State alerting 
you of the duplicate payment. 

 
8. How frequently can transmission files be uploaded to the bank for the issuance of 

additional payments? Is there a limit to the number of files per day? 

Supplier Prefer Pay 
U.S. Bank does not have a limit on the frequency or quantity of files that can be uploaded. 

Virtual Pay 
U.S. Bank does not have a limit on the frequency or quantity of files that can be uploaded. 
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9. Does the Firm provide automatic file receipt acknowledgements? 

Supplier Prefer Pay 
Yes, U.S. Bank provides an automated response file confirming receipt and provides error message 
specific to the cause of failure. 

Virtual Pay 
Generally, confirmation of acceptance of the payment instruction file occurs within 15 minutes of 
the original payment instruction file submission from the State. 

 
10. Describe the Firm’s ability to warehouse payment orders. 

Supplier Prefer Pay 
ACH payments may be warehoused with a future date for payment extended to 30 days. 

Virtual Pay 
All payments will be available for review within Access Online for a rolling six-month period. In 
addition, we also provide reports specific to our Virtual Pay tool with access to up to six years’ worth 
of transaction data. 
 
All payments will be available for review within Access Online for a rolling six-month period. In 
addition, we also provide reports specific to our Virtual Pay tool with access to up to six years of 
transaction data. 

 
11. Describe the Firm’s capabilities for delivering remittance detail to the payment recipient 

for each payment method. Is there an additional fee for this service? 

Supplier Prefer Pay 
Remittance data for ACH payment may be included as addenda information with the payment or 
sent as via email with a small fee. Payment detail for check payments is printed on the stub with 
support for multiple page remittance.  

Virtual Pay 
The remittance email issued to suppliers provides all the information they need to correctly process 
your payment, including: 

▪ Total amount authorized to charge 

▪ Invoice numbers 

▪ Invoice amounts 

▪ Expiration date of the payment 

▪ Last four digits of the credit card account number 

▪ Instructions on how to gain access to their Single-Use Account number, if using our Single-Use 
Account functionality 

▪ Custom field for invoice date, invoice comments, etc. 

▪ Suppliers are also informed that they may respond to the remittance email or contact U.S. Bank 
for assistance 

 
U.S. Bank does not charge for sending remittance emails to your suppliers. 
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12. Payments to Vendors by Merchant Card 

a. Describe how vendor payments made by card are communicated to vendors. Are 
ghost cards or one-time use cards used for payment? 
 
We use one or a combination of the options below, depending on supplier preference, to 
accommodate payment to your suppliers: 

State-initiated payments (straight-through processing) 

▪ Funds are automatically deposited into a merchant bank account less interchange 

▪ U.S. Bank provides reconciliation functionality in our tools to automatically match processed 
supplier payment transactions with your authorized payments 

Supplier-initiated payments 

▪ Single-use accounts—Unique account numbers are assigned to each approved payment 
transaction; users have the ability to request and access a virtual account on their mobile 
device 

▪ Pre-authorized limit accounts—We dynamically raise credit limits on supplier-dedicated 
cards from zero to the amount of the payment appearing on the approved payment file 

 
b. Describe how suppliers receive payments. 

 
In order to maximize your virtual payments program U.S. Bank offers the options below to 
accommodate supplier payments: 

▪ Pre-authorized limits—Under this option, we dynamically raise credit limits on supplier-
dedicated accounts from zero to the approved amount appearing on the payment instruction 
file received from the State 

▪ Single-use accounts—This option provides the same dynamic credit limit capability as our 
Pre-Authorized Limits with the added capability of assigning unique account numbers 
(Single-Use Accounts) to each approved payment transaction. In addition, Single-Use 
Accounts simplify reconciliation through the one-to-one relationship of the account number 
to the posted transaction. An additional control called Precise Pay can be utilized on Single-
Use Accounts to ensure the supplier takes the full payment amount. The supplier will be 
unable to get an approved transaction unless the amount matches to the penny. 

▪ Straight-through processing—The payment is automatically processed for the supplier 
with the payment being deposited into their merchant account. 

 
c. Identify how authorization limits are determined or changed. 

 
The requisition function within U.S. Bank Virtual Pay provides you with the ability to 
preauthorize expenditures prior to purchase and payment. The program allows you to maintain 
existing controls and processes, such as pre-purchase approvals, making it an ideal solution for 
transactions with suppliers in non-traditional spend categories or with larger transaction sizes 
that are too complex for a traditional commercial card program. 
 
The requisition capability allows you to request the purchase of goods and/or services that 
require pre-approval, usually because of the dollar value, the nature of the purchase or the type 
of goods and services. Once created, the requisition may be routed for approval using the 
approval process routing hierarchy within Access Online. The routing hierarchy can be 
customized to reflect your existing approval processes and required approval levels. Upon final 
approval, either a Single-Use or Pre-Authorized Limit (PAL) account is assigned to the 
requisition and the account is raised to the approved payment amount limit. 
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A self-approver option is also available within requisitions. This one-step approval allows you to 
use your own proprietary approval process (or none at all) instead of using the approval process 
available in Access Online. It allows you to quickly and easily generate a Single-Use Account or 
raise the credit limit on a PAL account, and does not require any supplier enablement since the 
“requestor” is someone in the State’s organization who can simply pass along a card number for 
the authorized purchase to a supplier. 

Precise Pay 
The Precise Pay functionality within U.S. Bank Virtual Pay drives greater control and auto 
reconciliation by controlling the payment amount that may be authorized from suppliers on 
Single-Use Accounts down to the penny. This will eliminate manual reconciliation processes, 
audit implications and supplier follow-up owing to payment discrepancies. 
 

d. If the supplier reverses a payment, identify the impact on the available balance for the 
card. 
 
If the State reverses a payment, funds would be placed back on the account after the overnight 
refresh of the system. If, on the other hand, the State were to receive a credit against a posted 
transaction through our dispute process, the credit would take roughly 7 to 10 business days to 
post back to the account. Since Virtual Pay accounts are used to accommodate invoice payments, 
it is very rare that a transaction would be disputed and a credit need to be issued to a posted 
transaction. 
 

e. Are there any reports that the State can access that identifies initiated, but 
unprocessed card payments? 
 
Yes. Our Access Online system contains reports that include information about cleared payment 
information. These reports can be scheduled to run and be sent at regular intervals. The reports 
include information about the matched status of each transaction, number of payment 
instructions and transactions, percentage auto matched and percentage manually matched, 
matching status, reviewed status and dispute status. 
 

f. If an email is sent to vendors, provide an example of the correspondence sent. Can the 
body of the email sent to vendors be customized by the State? 
 
Please refer to the Exhibits Sections for a sample of the Virtual Pay Instructions sent to 
vendors. U.S. Bank provides the option to customize this correspondence through the “Payment 
Notes” section under the account number. In addition, the State can also add up to 22 custom 
data fields to the Payment Instruction File – 20 of the fields (each up to 50 character positions) 
are at the Payment Instruction level and two of the fields (again, up to 50 character positions 
max) are at the Payment Invoice Level. 
 

g. If a vendor does not process a credit card payment, after how many days does the 
card number “expire” and can no longer be used? 
 
The State has the ability to set an expiration date on each payment instruction you send to 
U.S. Bank. Using Access Online, you would simply set the desired number of days the supplier 
has to process the transaction; we recommend setting expiration at between 30 and 45 days. 
Please note that you may also edit existing payment instructions at any time to extend or shorten 
expiration. Likewise, U.S. Bank will send an automated reminder email to the client 15 days and 
five days prior to expiration. 
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h. Before the card number “expires” does your Firm’s system send an automated 

reminder notice to the vendor informing them that they have a payment that has not 
been processed? 
 
Yes. U.S. Bank will send an automated reminder email to the client 15 days and five days prior to 
expiration. 
 

i. Does your Firm offer a Buyer Initiated Payment (push pay) Program? If so, provide an 
explanation of how this service would operate. Does a different rebate schedule apply? 
 
Yes. U.S. Bank offers push payments through our Straight-through Processing where: 

▪ Funds are automatically deposited into a merchant bank account less interchange 

▪ U.S. Bank provides reconciliation functionality in our tools to automatically match processed 
supplier payment transactions with your authorized payments 

 
There is no difference between push or pull payments from a rebate perspective. 
 

13. Payments to Suppliers by ACH 

a. Does the State need to send a separate file for vendors receiving ACH payments or 
can these transactions be sent in the same payment instruction file as virtual card 
payments? 
 
The payments can be sent in same file. 
 

b. Does the payment instruction file need to include the payee’s routing and account 
number details? If not, how does the Firm process the payment (i.e. a vendor code)? 
 
No. That information is held within our system. Once we receive the payment instruction file, 
we match to a vendor code within the system 
 

c. Does your Firm assign a vendor code? Is the vendor code assigned by your Firm or do 
you use the State’s unique vendor identification code? 
 
No. The customer will assign the code. 
 

d. Is your Firm willing to accommodate the State’s preference to process ACH payments 
through its primary bank by storing and retaining routing and account information in 
OST’s ERP system? If not, discuss why your approach is better for OST. 
 
Yes. We will accommodate. However, we request a more clarifying dialog with the State. 
 

14. Vendor Enrollment 

a. Discuss your Firm’s approach in recruiting vendors on the State’s behalf to your 
Firm’s electronic payables platform. 
 
U.S. Bank has a robust and unique supplier enablement program that provides many tools at the 
State’s disposal for gaining the maximum virtual card adoption. Through collaboration with our 
subsidiary, Elavon Merchant Services (Elavon), as well as other innovative approaches, we have 
access to exclusive merchant acceptance. In consultation with the State, your dedicated  
U.S. Bank Supplier Enablement Manager develops a custom program that targets both accepting 
and non-accepting merchants through our broad solution set, described below. 
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▪ Elavon Merchant Acquiring Business—U.S. Bank is one of only two financial 
institutions that owns its own payment acquiring business. We have trained a specific subset 
of our sales team to be versed in supplier enablement and business-to-business solutions; 
specifically with calling suppliers that do not currently accept credit cards. This team is able 
to navigate a payment acceptance discussion and offer the full suite of payment acquiring 
solutions, including straight-through processing (push payments). 

▪ Preferred Supplier Pricing Program—Through collaboration with Elavon we are able to 
offer proprietary interchange rates negotiated with the Card Associations to attract and 
retain key suppliers for your Virtual Pay program. Lower acceptance costs can neutralize 
price objections and make virtual payment more attractive to strategically targeted suppliers. 

▪ Merchant Online Self-Enrollment Portal—During supplier enablement campaigns, we 
offer the option to send suppliers a simple online link to enroll in the program. This often 
serves as an effective “phase one”, quickly and efficiently enrolling those suppliers who are 
already educated on the benefits of card acceptance. 

▪ Supplier Proxy Pay—We recognize that some strategic suppliers will only accept card 
payments via receivables websites, IVRs and call centers. As a result, we offer Proxy Pay as a 
complimentary service in which the State provides authorization for U.S. Bank to process 
payments, and our supplier enablement team will take care of the rest. 

Your U.S. Bank Relationship Manager and assigned Supplier Enablement Manager will work 
with you to target suppliers. Our Supplier Enablement strategy, which mirrors our 
implementation methodology, will be specifically tailored to the State and your suppliers and 
includes the following steps: 
 

 
 
Our supplier enablement team will handle all contact with the suppliers to support your 
enablement needs and will also work with you on shared contact strategies to leverage your 
supplier relationships. 
 
 

Discovery

• Review 
strategic 
initiatives

• Understand
your program 
goals and 
objectives

• Conduct AP
Analysis from 
your supplier 
system

Design
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findings
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Execute
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• Setup 
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U.S. Bank 
Virtual Pay

• Notify the 
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Analyze

• Transition 
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our Supplier 
Support 
Team

• Review 
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progress

• Identify 
suppliers for 
future 
enablement 
phases
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b. What are the steps for signing up a vendor? Does the Firm have an online self-
enrollment internet portal for vendors to register? 

Supplier Prefer Pay 
Successful supplier enrollment campaigns are managed closely to achieve the highest level of 
electronic payments possible. We will work closely with you to determine which suppliers to 
solicit, the payment options (ACH or virtual card) to offer and the best payment terms to offer 
to obtain the greatest acceptance of electronic payments. 
  
Telephone, mail and email outreach can be used to solicit supplier enrollment in electronic 
payments. Suppliers will be directed to the Supplier Prefer Pay electronic payment enrollment 
portal to make their selections.  
  
You define the level of outreach to ensure the right level of effort is focused on suppliers that 
make the largest impact to the success of your enrollment campaign. 
  
Please consider this graphic representation of the supplier enrollment process: 

 

 
  

The Supplier Enrollment lifecycle involves a series of steps designed to achieve the highest level 
of electronic payment enrollment. The first step is a comprehensive analysis of the supplier 
opportunity. This includes evaluating the total dollar spend and the potential benefit of launching 
an enrollment campaign. If you proceed with a campaign, the enrollment strategy is defined with 
expectations for the program. The enrollment campaign kicks off next, following the process 
and program rules agreed upon during the enrollment strategy step. Program success is evaluated 
throughout to track results and modify, as needed.  
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Virtual Pay 
Our Supplier Enablement strategy has been outlined in our response to the previous questions, 
including an overview of the Merchant Online Self-Enrollment Portal. 
 

c. Identify the number of suppliers your Firm currently has enrolled. Please specify the 
number of vendors currently receiving card payments vs. ACH payments. 

Supplier Prefer Pay 
Specific to ACH payments through Supplier Prefer Pay, U.S. Bank has more than 83,000 
vendors currently enrolled in the system.   
 
Specific to card payments through Virtual Pay, U.S. Bank has more than 175,000 vendors 
currently enrolled in the system. 

Virtual Pay 
Specific to card payments through Virtual Pay, U.S. Bank has more than 175,000 vendors 
currently enrolled in the system. 
 

d. If a supplier is already enrolled with your Firm’s payables platform, can these vendors 
be paid immediately or does your vendor enrollment team have to contact the vendor 
first? Is the process the same for ACH and card payments? If not, describe the 
differences. 
 
In the event that one of the State’s vendors is already enrolled in our system, U.S. Bank must 
contact that vendor before payment can be made. The process is the same for both Virtual Pay 
and ACH payments, as U.S. Bank must complete our due diligence requirements and ensure that 
any payment made on behalf of our clients is being made to the right person or account for that 
particular buyer-supplier relationship. 
 

e. Who makes outbound phone calls to vendors (i.e. employees of your bank or a third- 
party)? Will a specific individual or a team of individuals be assigned to the State? 
 
The Supplier Enablement team is comprised of U.S. Bank employees and will be primarily 
responsible for outreach to your vendors. U.S. Bank will assign a Supplier Enablement Manager, 
Mike Berre, to lead the Supplier Enablement efforts on behalf of the State. 
 
In addition to our internal resources, U.S. Bank also enlists the support of the Visa enablement 
resources to assist in our onboarding efforts. The inclusion of the Visa resources helps maximize 
our outreach efforts and strengthens the enablement results. 
 

f. How many professionals on the vendor outreach teams does your Firm employ? For 
these individuals, what percentage of their time is dedicated to vendor outreach calls 
or activities? 

Supplier Prefer Pay 
U.S. Bank employs 11 staff members with a primary focus on Supplier Enablement.  

Virtual Pay 
U.S. Bank employs 11 staff members with a primary focus on Supplier Enablement. However, 
we have the capability through our alliance with Visa to bring in up to 40 additional staff 
members to reach out to your vendors.  
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g. Is the vendor outreach team empowered to sign up the vendor or is it handed off to 
another department? 
 
The Supplier Enablement team is empowered to sign up the vendor and will do so on your 
behalf. 
 

h. Will your Firm provide vendor payment information (i.e. contact person, e-mail, 
address, phone number, routing and account number) to the State? 
 
Yes. U.S. Bank provides this information on a weekly basis during enablement campaigns. The 
State can also access such information through Access Online’s reporting functionality for all 
vendors enrolled in Virtual Pay. Vendors being paid by ACH will have their information stored 
in a supplier portal and automatically routed through Single Point for the State’s access.  
 

i. How quickly does your Firm anticipate reaching out to the State’s vendors? How many 
vendors do you plan to reach out to in 3 months? In 6 months? 
 
Preparation for the enrollment process starts in the first week of implementation and lasts 
approximately seven to 10 weeks on average. Your assigned Supplier Enablement Manager will 
work with you on the supplier communications and list of suppliers to target. Once the 
communications and supplier list have been approved, we have a two- to three-week data 
collection period where we compare your supplier list to our current supplier database to find 
contact information for your suppliers. 

 
After the data collection period, the enrollment campaign begins and we start the outreach to 
your suppliers via phone, email and mail. The State will receive weekly updates on the progress 
of the campaign, with detailed information on who accepted and who declined and for what 
reason. We build the supplier records within Access Online on your behalf and notify you when 
the supplier is ready to transact via Virtual Pay. We also collect contact information of all of the 
targeted suppliers, whether they accept or decline, so you can update the supplier records on 
your side. 
 

j. Based on the vendor file provided in Appendix I identify the number of vendors, 
transaction and dollar amount, that your Firm thinks will likely accept the State’s 
electronic payables program within 6 months? Within 12 months? Please specify what 
you expect to convert to ACH versus card payments. 

Virtual Pay 
U.S. Bank has analyzed the file provided in Appendix I and have provided our full results in the 
Exhibits Section – Virtual Pay Opportunity Assessment. The attached exhibit discloses our 
methodology used in the analysis of your file, while also outlining a goal for spend volume to be 
converted. Typically we would expect to see 70-80 percent adoption of electronic payments 
(virtual card and ACH). Likewise, our initial target list would focus on onboarding card acceptors 
with ACH to follow in order to maximize the rebate opportunity of your ePayables program. 
 

k. What policies or procedures would your Firm recommend the State adopt to maximize 
vendor acceptance of OST’s electronic payment options? 
 
U.S. Bank recommends leveraging payment terms in order to maximize vendor acceptance of 
electronic payments. Please refer to the Exhibits Section – Payment Terms Visualization 
which provides a visual demonstration of the benefits virtual payments provide to the State and 
your vendors compared to alternative payment methods. 
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l. Provide two specific examples of a successful implementation for a client. What were 
the organization’s issues, solutions, and results of this implementation? 

 
Please see the Exhibits Section, University of Colorado and Janney, two case studies 
detailing the successes of our Virtual Pay implementation process. 
 

D. New Services & Ideas 

1. What additional ideas or services can your Firm offer that will improve or enhance the 

State’s purchasing card or virtual card program? These can include, but not be limited to: 

a. Alternative payment programs 
b. Unique card features 
c. Advances in fraud detection 
d. Specialized customer services 
e. Timesaving items on billing statement 
f. Specially created and informative management reports 
g. Vendor relations and marketing 

U.S. Bank Consolidated Payables 
The U.S. Bank Consolidated Payables service gives you the tools you need to reduce payables 
paperwork frustrations, inaccuracies and inefficiencies. Studies have shown that electronic and 
comprehensive payables programs significantly boost productivity. They also help your Accounts 
Payable Manager schedule disbursements more precisely and provide your Treasury Management 
staff with a better picture of your cash position. 

Deliver multiple payment types 
By sending a single payment and remittance file, U.S. Bank Consolidated Payables service can 
generate various payment instruments, including ACH transactions, cardless payment accounts, wire 
transfers and checks. You do not need to maintain and support separate payment processes. 

Payment features 
Take advantage of the following payment specific features: 

▪ Separate ACH Remittance from the Payment—Take advantage of U.S. Bank ACH Direct 
Transmission’s Paired Receiver feature. Paired Receiver allows you to deliver business payee 
remittance information separate from the ACH payment by fax, email or direct transmission. 

▪ Create Cardless Payments—U.S. Bank Virtual Pay allows increased control over spending that 
reduces your risk through the use of pre-authorized limits and single-use accounts. 

▪ Mix Wire Types—U.S. Bank Batch Wire may contain a mixture of repetitive, semi-repetitive 
and non-repetitive transactions for both domestic and international payments, offering you 
flexibility and efficiency. 

▪ Secure Your Check Printing—U.S. Bank Check Payables incorporates several check stock 
security features, such as copy resistant watermarks, invisible fibers and Revolutionary 
TonerGrip™ fusing toner to the paper. 

Integrate with your current systems 
With U.S. Bank Consolidated Payables, you can send your payment instructions in a data format 
familiar to your systems, reducing the need to revise databases or financial systems to distribute 
payment instructions. Our data translation feature supports industry standards such as ANSI X12 as 
well as proprietary formats, CSV and XML. 

U.S. Bank Payment Analytics 
Payment Analytics is a web-based solution that enhances auditing practices by looking beyond the 
traditional card controls to provide 100 percent commercial card transaction monitoring. Using 
customizable rule templates, you can automatically review all card transactions and flag suspected 
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card misuse and out-of-policy spending. By automatically running policy rules on all transactions, 
Payment Analytics makes cardholder transaction monitoring dramatically more targeted, efficient and 
effective. Program Administrators can receive email notifications of possible non-compliance and 
spend violations so they can safeguard against commercial card misuse and improve purchasing 
practices. 
 
Payment Analytics is available 24/7 and does not require new hardware or software. It automatically 
integrates your commercial card transaction data. 

Rules management 
The Rules Management functionality makes it easy to select and modify rule templates. The rule 
templates allow you to be automatically notified via email when the State-defined transaction 
parameters are met. You can choose from a variety of rule templates that include: 

▪ Unauthorized Merchant Category Code (MCC) Alert 

▪ Merchant Watch List Alert 

▪ Transaction with a Non-Preferred Merchant Alert 

▪ Split Transaction Alert 

▪ Split Purchase Alert 

▪ Transaction Close to Single Purchase Limit Alert 

▪ Large Spend Increase over Average Spend Alert 

▪ Excessive Use of Convenience Checks Alert 

▪ Excessive Cash Withdrawals Alert 

▪ Corporate Travel Card Purchase in Cardholder’s Postal Code Alert 

▪ Weekend/Holiday Purchase Alert 

▪ Account Opened/Maintained with Limits Exceeding Standards Alert 

▪ Account Balance Alert 

▪ Foreign Currency Transaction Alert 

Case management 
The Case Management functionality allows you to create cases for follow-up investigation, and cases 
can be assigned to different owners for further examination. You are able to set the current status of 
the case as well as sort cases by rule name, date opened and last updated. By creating and associating 
cases, you can detect relationships between transactions over time, and move from a reactive to 
proactive control framework. 

Benefits to the State 

▪ Improve Compliance—Manage out-of-policy spend and detect fraudulent activities in near 
real-time by associating time, people and events together. 

▪ Enhance Control—Audit 100 percent of transactions versus a random sample, offering greater 
peace of mind and a more complete detection of policy violations and suspicious card use. 

▪ Reduce Risk—Route flagged transactions to the appropriate personnel for review, providing 
greater program supervision over non-compliant activity. 

▪ Increase Efficiency—Streamline the audit process with multi-dimensional rules that are 
consistently and continually applied across all transactions and card users. 

▪ Boost Cost Savings—Automate routine audit tasks, focusing on transactions that are a cause of 
concern. 

▪ Streamline Administration—Empower Program Managers with self-service capabilities, 
allowing them the flexibility to manage user entitlements, specify alert notifications and configure 
audit rules. 
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▪ Broaden Visibility—Record all case details in one central database, enabling Program Managers 
to gain insights into your organization’s performance over time and improve the predictability of 
who, when and where problems may arise. 

▪ Expand Revenue Share Opportunity—Realize growth incentives by identifying spend leakage 
and moving volume to secure card payment methods. 

Enhanced fraud protection 
We have also partnered to improve the security of our card products through the following features: 

▪ Visa Travel Notification Service—We were one of the first providers to market with Visa 
Travel Notification Service (formerly known as Visa TravelTag). When a cardholder books their 
business trip on a U.S. Bank One Card, the itinerary data (dates of travel, destination, etc.) 
creates a travel tag on the cardholder’s account. When the card is used at a merchant, we check 
the cardholder’s travel tag in real-time to confirm that the authorization information matches the 
travel dates and destination. This process provides us with enhanced data to be used with fraud 
detection rules, and provides cardholders with a better experience. 

▪ Visa Consumer Authentication Service (VCAS)—Industry trends continue to show increases 
in fraud related to Card Not Present (CNP) transactions. As a result, we rolled out Visa’s VCAS 
product (often known as 3D Secure) to offer an increased layer of fraud detection for online 
transactions. 

▪ Geolocation—Currently in the research stage, this is a mobile network geolocation tool that 
would be embedded within the U.S. Bank Access® Online Mobile App that identifies the location 
of a cardholder’s mobile phone relative to the location that a card present transaction is being 
attempted. If they are in a similar location, it is likely a good transaction. If the mobile phone is 
in Wilmington and the transaction is being attempted in Florida, there is a good likelihood that 
transaction is fraudulent.  
 

2. Does the Firm currently have or will offer in the near future, mobile banking services (i.e., 

via cell phone, tablet, laptop, etc.) to view transactions or perform administrative 

functions? If so, is there a cost associated with this service? 

 
In continuing to develop our mobile capabilities, our goal is to provide our customers with the most 
user-friendly, intuitive system functionality in the industry. We have taken the time to understand the 
needs of our clients and have developed the following capabilities to enhance the user experience for 
your cardholders: 

▪ Responsive Design—Our Access Online web-based program management system has been 
enhanced to feature responsive web design, ensuring a consistent user experience whether 
utilizing a desktop, tablet or other mobile device. 

▪ U.S. Bank Access Online® Mobile App—Available on both iOS™ and Android™ devices, 
the app provides your cardholders access to view their account summary and card information 
and view, sort and search transaction detail, as well as electronic receipt attachment and touch 
ID. We were also the first bank in our peer group with virtual cards rendered in a mobile app. 
Cardholders can request single-use virtual card accounts and have them delivered to their mobile 
devices to make payments. Users also have the ability to make payments from the mobile app, 
and can initiate and track disputes from the convenience of their mobile device. 

▪ Fraud Alerts—Cardholders can enroll to have Fraud Alerts sent to them via text message. In 
the event of suspicious activity, a text message is sent to the cardholder to immediately verify if 
the transaction is valid. In the event of fraud, proper procedures are in place to close the account 
and prevent further fraudulent activity. 

▪ Tokenization for Mobile Payments—The primary application of tokenization in the market has 
been to facilitate mobile payment solutions such as Apple Pay®, Google Pay™ and Samsung Pay. 
U.S. Bank was the first to market for Visa commercial cards and provides this convenient, secure 
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technology within both Visa and Mastercard networks. Payment networks and processing 
platforms initially developed tokenization capabilities to support the consumer market, but as 
these capabilities extend into the commercial space, they presented opportunities not only to 
enable mobile payments commercially but to further optimize and secure virtual payment 
solutions. 

▪ Future Mobile Expansion—Future enhancements include financial and transaction alert 
management and decline management functionality for Program Administrators. We are also 
evaluating how cardholders can register their mobile phones, allowing us to use mobile networks to 
locate the device to incorporate their location into our fraud assessment. 
 

3. Provide any additional information that your Firm believes to be pertinent but not 

specifically requested elsewhere in the RFP. 

 
Access Online is more than just a transaction reporting mechanism. It delivers comprehensive 
functionality around the processing and management of your transactions in a real-time environment. 
Access Online functionality includes: 

▪ Merchant Category Code (MCC) Allocation—A transaction management best practice that 
streamlines the reconciliation process and reduces manual posting errors 

▪ User Defined Line Items—Functionality that is particularly helpful for those transactions that 
do not have Level III data relayed by the merchant 

▪ A variety of cardholder reallocation options 
 
The Access Online transaction management capabilities are both flexible and customizable, designed 
to meet your unique needs. Transaction lists and details are available on demand for the current and 
past 12 months. Program administrators can adjust reallocation parameters to meet your 
organization’s needs ranging anywhere from one to 199 days. 
 
After cycle close, cardholders also have the ability to reallocate transactions to one or multiple 
accounting codes, including the option of splitting individual transactions by specific dollar or 
percent of transaction amounts. 
 
Benefits include: 

▪ Puts the Program Administrators and cardholders in control of managing their transactions 

▪ Promotes timely payment while delivering enhanced audit capabilities 

▪ Eliminates time-consuming manual steps 
 

4. Provide any additional ideas or suggestions your Firm feels could improve the State’s 

purchasing/virtual card program. Specifically, (a) growing the State’s vendor acceptance 

of both programs, (b) new services that will benefit the State, (c) services the State could 

discontinue or replace, and (d) implementing best practices. 

Elavon Merchant Acquiring Business 
U.S. Bank is one of only two financial institutions that owns its own payment acquiring business. We 
have trained a specific subset of our sales team to be versed in supplier enablement and business-to-
business solutions — specifically with calling suppliers that do not currently accept credit cards. This 
team will navigate a payment acceptance discussion and offer the full suite of payment acquiring 
solutions, including straight-through processing (push payments). 

Preferred Supplier Pricing Program 
Through collaboration with Elavon we offer proprietary interchange rates negotiated with the card 
associations to attract and retain key suppliers for your Virtual Pay program. Lower acceptance costs 
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can neutralize price objections and make virtual payment more attractive to strategically targeted 
suppliers. 

Program Optimization 
To support our commitment to your success and to maximize the benefits of your commercial card 
program, we provide a unique, consultative client engagement process called Program Optimization. 
Industry experts regularly describe our Program Optimization strategy and execution as one of the 
best service providers within the commercial card field. In fact, U.S. Bank employs a Program 
Optimization team dedicated to assist our relationship managers with the benchmarking and growth 
of their clients’ programs.  
 
Unlike the “off-the-shelf” benchmarking tools offered by others, our unique process covers a best 
practice diagnostic, accounts payable analysis and access to industry benchmark data, a unique 
process that differentiates U.S. Bank from competitors by offering: 

▪ Benchmarks of your performance against leading-industry measures for commercial card 
program operations 

▪ Scorecard metrics with a focus on program management and merchant category spend in 
comparison to peer industries across the U.S. Bank portfolio 

▪ Best-practice recommendations for process improvement and program expansion while 
addressing the optimal payment strategy to apply to each type of expenditure for a cost-effective 
payment solution 

▪ Targeted supplier opportunity reports used to capture and enable suppliers that are currently 
paid by more than one payment method while addressing suppliers that more consistently 
support your program optimization initiative 

▪ Actionable business cases that demonstrate the financial value of program improvements by 
offering detailed recommendations for implementation that share both a strategy for 
optimization as well as the anticipated business value 

▪ Visibility and tracking of implementation efforts through progress reporting used to track 
alignment to optimization goals while offering insight into potential changes needed to meet 
your planned program optimization outcomes 

▪ On-going analysis of A/P operations to identify optimization opportunities for the State 
 
Program Optimization has been a key part of our client engagement strategy for more than 10 years 
and drives significant growth for our clients. In 2017, U.S. Bank clients who executed on our 
recommendations recognized program expansion three times greater than that of non-participating 
clients. There is no fee for the program and development of best practice recommendations, targeted 
opportunities, business cases and action plans require minimal commitment of your time or 
resources. 

 
E. Implementation / Conversion 

1. Provide a detailed conversion plan for transitioning the State’s existing purchasing and 

virtual card programs to your Firm. Include the estimated length of time for the transition 

and the amount of effort required by the DOA’s staff. 

 
Please refer to the Exhibits Section for a sample conversion plan. A typical implementation lasts 90 
to 120 days. 
 
U.S. Bank fully understands the complexity of implementing and/or moving payment programs from 
one provider to another and we have successfully executed simultaneous transitions for agencies of 
all sizes. In 2017, U.S. Bank completed approximately 1,500 implementations. Our exclusive Program 
Management Approach minimizes disruption and allows the State to remain focused on critical 
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business needs. U.S. Bank customizes the implementation process following a rigorous methodology 
developed over three decades of implementing government and commercial card programs. Each 
agency/organization transition is tailored based upon a full understanding of program needs and 
timelines. A detailed project plan is created to ensure deadlines are met timely and accurately.  
 
Our proven multi-phase Program Management Approach facilitates a smooth and seamless 
implementation.  
 

 
 
Led by the Implementation Project Manager, an Implementation Team is engaged to transfer 
knowledge developed throughout the sales process. These discussions provide the groundwork to 
ensure the entire team has the same level of knowledge about the State. Key members of the 
implementation team include: 

▪ Sales representative—Ryan Calloway 

▪ Corporate Payment Systems relationship manager—Stephen Jacobs 

▪ Implementation project manager—Michael Bornhorst 

▪ Solutions engineer—Traci Miner 

▪ Technology consultant 

▪ Supplier enablement manager—Mike Berre 

▪ Relevant Subject Matter Experts  
 
During the Discovery Phase, we will host an initial kick off meeting with the State to further 
understand your program as well as discuss your goals, objectives and needs. As a result, U.S. Bank 
will recommend the best overall strategy and timeframe for the full program implementation. 
 
In the Define Phase, we will identify key stakeholders along with their roles and responsibilities. 
Program scope will be confirmed and high-level requirements will be documented. Following these 
discussions, U.S. Bank will deliver a draft project plan and initial timeline and regular project 
meetings will be established.  
 
The Design Phase is the most critical and collaborative phase of the implementation. During this 
phase, your Implementation Team provides guidance regarding the available features and 
functionality for your program. A detailed project plan will be customized to meet your specific 
requirements based on discussions in four main requirements categories, as illustrated below. 
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During the Deliver Phase, your Implementation Project Manager will confer with you to review 
progress against the project plan and discuss any remaining tasks. Testing will be conducted to 
validate program requirements, connectivity and files prior to going live. After successful testing and 
a go live decision, cards will be issued and files will move into production. 
 
Once the State’s program is live, the U.S, Bank implementation team remains engaged for at least 
one full billing cycle to monitor for successful account usage, payment processing and system 
integration. The Review Phase ends with a final review meeting conducted to validate that all tasks 
have been completed and meet requirements. When the implementation project closes, the State’s 
Relationship Manager will schedule regular account review meetings to discuss program 
performance, spend and rebate statistics, trend analyses, potential for program growth and 
measurement of any additional program goals and your Account Coordinator is available for daily 
servicing and support. 

 
2. What are the general steps in implementing an ePayables program for the State? What 

resources will be needed from the State? (Note: ePayables in this RFP is defined as the 

ability for the State to create and send a single file with vendor payments to be made by 

either virtual card or ACH.) 

Supplier Prefer Pay 
There are two main components to the implementation or setup of a Supplier Enrollment initiative. 
First, the U.S. Bank Supplier Enrollment team evaluates the opportunity, creates a strategy that 
delivers the intended results and outlines tactics and options used. Additionally, there is the 
implementation of the Supplier Prefer Pay portal as the tool used for outreach and supplier data 
collection. Eight to ten weeks of planning leads to eight to ten weeks of enrollment activities. The 
second component involves the progress strategy established to ensure any new or additional 
suppliers are effectively setup to receive electronic payments. 
  
Our general methodology to move through an electronic payment enrollment campaign is described 
below. Details may be modified as decisions are made specific to your program with your desired 
tactics, payment options and supplier outreach strategy. 

▪ Kickoff implementation (weeks one to two) 

• Supplier enrollment review 

• Gather implementation details, client information and execute agreements 

▪ Supplier review/data collection (weeks three to four) 

• Review supplier list and determine suppliers to target 

Hierarchy 

Account enrollment 

Authorization & spending controls 

ACCESS ONLINE CONFIGURATION 

USER ENROLLMENT 

REPORTING AND FILE INTEGRATION 

AUDIT REQUIREMENTS 

POLICY & PROCEDURE REVIEW 

TRAINING STRATEGY 

COMMUNICATION STRATEGY 
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• Determine the payment types to offer 

• Obtain supplier information  

 Supplier name, address, etc. 

 Supplier ID/vendor code 

 Phone number, contact name, email, if available 

▪ Finalize strategy (weeks five to six) 

• Finalize supplier list for initial outreach phase and begin definition of subsequent phases 

• Approve communications 

▪ Finalize Supplier Prefer Pay portal setup (weeks seven to eight) 

• Complete parameter setup 

• Load suppliers 

▪ Commence enrollment campaign (weeks nine to 10) 

• Solicitation messaging generated and sent to suppliers 

• Suppliers begin enrollment in response to solicitation 

▪ Program ramp up (weeks 11 to 14) 

• Suppliers responding to solicitation and completing enrollment 

▪ Supplier Enrollment review (weeks 15 to 16) 

• Review success of initial round of enrollment 

• Define suppliers for additional enrollment campaign - may include better terms to get more 
suppliers to enroll in electronic payment option 

▪ Commence enrollment campaign round two (weeks 17 to 18) 

• Solicitation messaging generated and sent to suppliers 

• Suppliers begin enrollment in response to solicitation 

▪ Round two ramp-up (weeks 19 to 20) 

• Suppliers responding to solicitation and completing enrollment 

▪ Ongoing Enrollment (week 20 plus) 

• Include electronic payments language in RFPs, agreements, etc. 

• Establish strategy for new suppliers 

• Review supplier database (Six to 12 months) 

Virtual Pay 
The implementation effort for U.S. Bank Virtual Pay is factored into the overall implementation plan 
outlined in our response to question 1, above. In general, we recommend the following individuals 
be a part of the implementation team: 

Project leader 

▪ Coordinate team meetings 

▪ Collaborate with U.S. Bank Project Manager on project plan, team updates, key decisions, 
milestones and meeting minutes 

▪ Lead the State-designated team through the pre-implementation decision-making process 

▪ Organize the resources necessary for successful implementation 

▪ Provide Senior Management with periodic status reports 

A/P, Finance, Accounting, Control 

▪ Provide A/P transaction file for supplier analysis and target supplier identification for Virtual 
Pay 

▪ Ensure proper controls are in place 

▪ Collaborate with U.S. Bank to determine needed reports and key performance measures 
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▪ Establish process for card setup, payment method, card controls/blocking, etc. 

▪ Follow up with suppliers not processing authorized card transactions 

▪ Establish process for reviewing card activity on an ongoing basis 

▪ Implement accounting entry procedures for invoice entry, purchasing card payment processing 
and U.S. Bank billing statement processing 

Information Systems 

▪ Implement necessary programming changes to produce file with required data elements for input 
to Virtual Pay process 

▪ Identify requirements for extract file of matched approved payment/supplier transactions to 
support Virtual Pay and perform any necessary programming changes 

▪ Complete technical work necessary to support FTP and/or HTTPS secure file transmission of 
input/output files to support Virtual Pay process 

Sourcing/Purchasing 

▪ Assist U.S. Bank with Virtual Pay target supplier identification 

▪ Follow up with supplier contacts resisting program acceptance 

▪ Negotiate contract changes to support supplier acceptance (if needed) 

▪ Develop ongoing plan for additional supplier identification and enablement 

Internal Audit 

▪ Assist with compliance to the State’s internal control procedures 

▪ Organize information for internal auditors 

▪ Ensure policies and procedures follow generally accepted accounting principles 

▪ Assist with the development of record retention policies 

▪ Develop and implement annual program audits 
 

3. If the State implements an ePayables program as mentioned above, does the State have 

the ability to add check payments to this same file in the future, and have the bank print 

and mail physical check payments? 

 
Supplier Prefer Pay offers the option for checks to be printed and mailed to recipients who have not 
enrolled in electronic payments, or who have declined enrollment in electronic payments. Once 
complete, the payments will be passed to the applications used for check print and rendition or ACH 
origination. Remittance data will be provided to the recipient, based on the supplier’s enrolled 
preference. Payment origination status reporting will be available at any time through Supplier Prefer 
Pay. 
 
The State can benefit from U.S. Bank Check Payables if you’re looking to streamline your accounts 
payables functions. Check payables is an outsourced check printing solution available via data 
transmission or via SinglePoint Check Payables. Check payables creates efficiencies by: 

▪ Reducing the risk of fraud by eliminating the need to store check stock in-house 

▪ Eliminating the need to acquire and maintain check printing and mailing equipment 
  
With our data transmission solution, you transmit a data file to us with all your payment information 
for checks. We facilitate the production and distribution of the check disbursements through our 
vendor, Apex. We also provide a checks-issued file to our account reconciliation and positive pay 
services to ease management of the check clearing process and help reduce check fraud.  
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You choose the shipping method that best meets your needs for every check produced (First Class 
mail, foreign mail, Federal Express or UPS). Checks can be mailed directly from our print location or 
can be sent to you for mailing. You can request customized brochures be printed and placed in the 
mailing or pre-printed brochures can be included. 
  
Check payables eliminates the need to maintain secure check stock storage, reducing the risk of lost 
or stolen check stock. We use blank check stock and print all data from logos to dollar amounts, 
reducing the risk of check stock loss. Our check security paper offers the following options: 

▪ Printed watermark on the back of the check 

▪ Micro-print border, void pantograph and a security endorsement backer 

▪ Warning band that describes the security features on the document 

▪ Thermo-sensitive ink padlock on face 
  
Complimentary services include: 

▪ Consolidated payables—U. S. Bank Consolidated Payables allows for the electronic delivery of 
a combination of ACH, check and wire transfer payments in a single file. 

▪ Off-us check printing—Outsource the secure printing and mailing of your checks to U.S. Bank 
while maintaining your accounts at multiple banks. With this enhancement you’ll receive a copy 
of your checks issued file(s) for all checks printed off your non-U.S. Bank accounts. 
 

4. Based on the State’s implementation expectations provided in Section II. Background, 

how would your Firm work with the individual State agencies to transition this service to 

your Firm? 

 
Following the major onboarding phases as outlined in our response to Question E.1, above, once a 
participating entity has received approval to participate in the State’s program, and based on 
requirements the entity will complete an onboarding workbook, which captures essential program 
requirements and highlights any parameters predetermined by the State. Your assigned 
implementation project manager with then work with that entity to ensure the program built 
successfully and to recommend appropriate training solutions. After cards have been issued and all 
needs have been met, the entity will be transitioned to the assigned relationship manager and account 
coordinator for ongoing support. 
 
U.S. Bank currently manages 18 State programs, many of which have participating government 
agencies under them. We have the experience of not only managing the conversion of complex State 
programs, but also those with various size and complexity of agencies under the State. 

 
5. Who will be responsible for coordinating the transition? If a conversion team is used, 

how will the State’s account be transitioned to the ongoing client service team? 

 
Led by the implementation project manager, an implementation team is engaged to transfer 
knowledge developed throughout the sales process. These discussions provide the groundwork to 
ensure the entire team has the same level of knowledge about the State. Key members of the 
implementation team include: 

▪ Sales representatives—Ryan Calloway 

▪ Corporate Payment Systems relationship manager—Stephen Jacobs 

▪ Implementation project manager—Michael Bornhorst 

▪ Solutions engineer—Traci Miner 

▪ Technology consultant 

▪ Supplier enablement manager—Mike Berre 

▪ Relevant subject matter experts  
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Although the implementation project manager will not continue to work with you after the rollout is 
complete, the relationship manager and your account coordinator will continue to serve as your 
primary program contacts through the life of your program. All major concerns should be brought to 
the attention of your relationship manager, who is your primary point of contact. 
 
Before cards are issued, your relationship manager and implementation project manager will confer 
with your program administrator to review progress against the implementation checklist and discuss 
any remaining tasks. Several months after the initial card rollout, your relationship manager will 
schedule a progress meeting to review program performance, evaluate potential for program growth 
and discuss additional program goals. 

 
6. How are implementation managers or implementation teams assigned (i.e. availability, 

geographically, complexity of the transition)? 

 
Specific to the assignment of implementation project managers, such personnel are assigned by 
assessing a combination of expertise (especially for more complex implementations like the State’s), 
skills and abilities, and ensuring a balanced workload among staff members.  
 
Other members of the implementation team are assigned based on similar factors, but also the 
industry or sector of the client as well as geography. For example, both Stephen Jacobs and Ryan 
Calloway, your assigned relationship manager and sales representative from U.S. Bank Corporate 
Payment Systems are dedicated to servicing public sector clients in the eastern United States. 

 
7. Indicate the Firm’s plans for initial and ongoing education and training of DOA and State 

agency employees in the use of your Firm’s systems. 

 
Experienced adult-learning professionals who know the needs of our clients and the industry have 
invested time and talent to develop and maintain quality training materials. This means that flexible, 
role-based training with function-specific content is available to your users through various delivery 
methods that fit with your user’s learning styles and availability. 
 
During the Design phase of your implementation process, we will consult with you to develop a 
training plan that meets your specific needs. Our training is flexible, and role-based with function-
specific content and is available in various delivery methods, including web-based training (available 
24/7) or through a virtual instructor led scheduled training. 
 
We will work with you to design a tailored training program just for your program administrators that 
will provide the knowledge needed to effectively utilize and manage your card program, ensuring 
overall success and increased program adoption. 
 
Additional information can be found in our response to Question 11, below. 

 
8. Identify potential issues and risks to the State’s implementation of a new 

purchasing/virtual card and ePayables program. Identify the appropriate steps to avoid or 

mitigate these risks. 

 
One of the most pressing tasks for a smooth transition is providing U.S. Bank with a list of your 
suppliers. We recommend that the State be prepared to provide detailed supplier information to our 
Supplier Enablement team upon program setup. We will first use this list to identify those suppliers 
who already accept Virtual Pay and target those suppliers who do not. This information will also be 
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used to establish the Supplier Table and helps you identify the appropriate supplier to be paid within 
each payment instruction file (PIF). 
  
Establishing the PIF format is another task that greatly affects the implementation process. Should 
you choose to use the PIF procedure (the other option is to enter payment instructions within 
Access Online), we recommend a significant technical resource commitment from the State at 
implementation. You will be required to develop a formatted export file meeting our PIF layout 
specifications. The resources dedicated should understand coding procedures and have the capacity 
to communicate frequently with our implementation team members to ensure coding matches the 
appropriate specifications. Without this commitment from the State, the implementation process 
could be significantly delayed. 

 
With our integrated service structure, the State will have the support you need to develop and 
maintain a successful program. From the strategic consultation provided by your relationship 
manager to the day-to-day assistance of the implementation team, solutions engineer and account 
coordinator team, we offer the tools to help the State reach your program goals and objectives. 

 
9. Describe the recommended process for data conversion and migration of the existing 

4,700 cardholders that the State expects to convert to the new card administration 

system. Where and when does this task/subtask fit into the overall project workplan? 

Identify State and Vendor responsibilities for these activities. 

 
A conversion plan will be developed as part of the initial implementation process to ensure that all 
your needs are fully met during the transition. With regards to the migration of cardholder data, the 
process to establish cardholder accounts on TSYS® (Total Systems Services, Inc.) will require the 
State to instruct us on whom to issue an account to via population of a cardholder enrollment file. 
Most clients simply obtain a report from their current provider's system listing all of their current 
cardholder accounts and basic information, such as demographics and limits, etc. and simply cut and 
paste it into our form. Once we have received your file, we complete U.S. Bank-required fields and 
submit it to TSYS for processing. TSYS then automates the process of extracting the necessary data 
elements to create accounts and issue cards. 

 
10. Describe the post implementation support that will be provided for the Delaware 

Procurement Card Program. Include the philosophy and approach to providing the 

technical and functional post implementation support requested and identify the 

resources it would make available to the State to provide this support. 

 
Please see our response to Question 5, above, for an overview of our implementation team and the 
ongoing support provided to the State. 

 
11. What type of training is available for all current and potential purchasing card users? 

Include the availability of training in the following formats: webinars, on-site and job aids. 

Also, describe any training resources that will be available for the State to use to train 

new end users on an ongoing basis after initial implementation. 

 
Experienced adult-learning professionals who know the needs of our clients and the industry have 
invested time and talent to develop and maintain quality training materials. This means that flexible, 
role-based training with function-specific content is available to your users through various delivery 
methods that fit with your user’s learning styles and availability. 
 
During the Design phase of your implementation process, we will consult with you to develop a 
training plan that meets your specific needs. Our training is flexible, and role-based with function-
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specific content and is available in various delivery methods, including web-based training (available 
24/7) or through a virtual instructor led scheduled training. 
 
We will work with you to design a tailored training program just for your program administrators that 
will provide the knowledge needed to effectively utilize and manage your card program, ensuring 
overall success and increased program adoption. 
 
The types of training resources we offer include: 

 

Interactive content 
▪ Self-paced lessons, available 24/7 on our Web-based Training (WBT) platform, offer step-by-

step instruction and quizzes 
▪ Guided and hands-on simulations offer interactive practice for key tasks 
▪ Registered users can print certificates of completion for training modules they have completed 

and passed the certification assessment(s) 

Written documentation 
▪ Specific step-by-step instructions to help Program Administrators and cardholders learn how to 

perform their tasks 
▪ Quick reference guides to help learn how to perform common work tasks at a glance 

Recorded classes 
▪ A narrated demonstration of how to complete tasks in a specific area available anytime on a 

variety of topics 

Live instructor-led virtual training 
Live, virtual training for Program Administrators available multiple times a month on a variety of 
topics, such as (but not limited to): 
▪ Account Administration and User Profiles 
▪ Reporting 
▪ Transaction Management 

Customized and trackable learning plans 
▪ Each user can customize a learning plan and create a library of saved documents 
▪ The ability for Program Administrators to track learning progress by running reports on 

cardholder training activity 
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Customizable presentation template 
▪ A fully customizable PowerPoint file with short demos and speaker notes that you can use to 

modify and deliver your own cardholder training 
▪ The ability to incorporate your unique policies and procedures within the template 
▪ Use of the final file as a handout, for training presentations or as a self-paced resource housed in 

your Learning Management System 

Ongoing training 
Provided through similar self-paced formats as described above such as: 
▪ Recorded calls 
▪ Web-based training 
▪ Documentation 
▪ Virtual instructor led training 
 
If a product knowledge need still exists after all the training resources have been delivered or 
reviewed, then your Relationship Manager will work with you to identify that knowledge gap and 
offer potential solutions on how best to close the gap. 

 
12. The awarded Firm will be responsible for providing help desk operations to support the 

new Delaware Procurement Card Program. The implementation will have an impact on the 

demand for and delivery of help desk services. The Firm will be responsible for providing 

help desk operations to support the State. Describe the following: 

a. Coordination of the State help desk with training activities; 
 
U.S. Bank will be happy to coordinate a training program for the State’s help desk in support of 
your cardholders. U.S. Bank will discuss the help desk needs and provide a brief curriculum to 
support the Help Desk as they assist cardholders.  
 
The scope of the training activities would center on the needs of the cardholder. The needs of 
the Program Administrator should be directly supported by U.S. Bank.  
 

b. Recommended help desk software tools; 
 
There are many valuable resources available within the Web Based Training (WBT) site, outlined 
in response to Question E.11 (above). This WBT site is adjacent to the Access Online site and is 
accessible 24/7.  
 
The tools and system access needed for full support of a U.S. Bank cardholder involve 
confidential customer data. Access to that customer data cannot be segregated solely for the 
State; thus if you were allowed access to our internal systems, then all State of Delaware Help 
Desk agents would be able to read and act on other U.S. Bank external customer accounts. This 
would be in direct violation of U.S. Bank policy and federal regulations. 
 

c. Training to be provided to the State help desk agents; 
 
Once the training curriculum is finalized then the actual delivery method can be discussed. It is 
recommended that the training be delivered through a virtual instructor led model (i.e., WebEx). 
If needed, a trainer could be onsite to initiate the program. Additional training would then be 
delivered virtually or be self-directed.  
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d. Suggested escalation procedures; 
 
Our internal technical help desk, staffed by experienced U.S. Bank personnel and dedicated to 
Corporate Payment Systems clients, is available 24/7 and would serve as the first point of 
contact for the State’s help desk. We would recommend the State of Delaware provide a warm 
phone transfer of the cardholder to U.S. Bank. Or the State could provide the cardholder directly 
with the U.S. Bank Technical Help Desk phone and email contact information. 
 

e. Interim staffing for peak help desk demand periods and transition to a permanent 
arrangement; and 
 
During peak demand periods we recommend that the cardholder contact U.S. Bank directly.  
 

f. Development of a help desk knowledge base. 
 
U.S. Bank can provide a frequently asked questions document that will address many of the 
cardholder issues. 
 

F. Pricing 

1. Settlement and Billing System 

a. Describe the Firm’s basic system for billing. Examples and samples are encouraged. 
 
U.S. Bank offers 19 cycle dates, from the 6th through the 25th day of each month (exclusive of 
the 19th of each month). If the billing cycle date chosen falls on a Saturday, Sunday or holiday, 
the data is cycled at the end of the next business day. 
 
As part of a U.S. Bank wide initiative to promote sustainable business practices, U.S. Bank's 
default statement offering for cardholders and administrators is electronic statements accessible 
via Access Online. Paper statements are available upon request. 
 
Furthermore, we can bill and receive payments from multiple business units. The processing 
hierarchy controls how transactions are processed for billing and accounting purposes. During 
implementation, we will work with you to define your requirements for billing and accounting. 
These requirements will then be incorporated into the processing hierarchy. 
 

b. Discuss the Firm’s adaptability of its system to organization requests for changes, 
such as additional data elements, characters, or control numbers. 
 
While paper statements cannot be customized, both online statements and transaction 
statements can contain the company logo/identity. Account distribution codes are displayed 
within the transaction statement and facilitates re-allocation and splitting of transactions. 
 

c. Provide an example of a cardholder billing statement format and displayed 
information. 
 
Please see the Exhibits Section for a sample billing statement. 
 

d. Who has the ability to view and download cardholder billing statements? 
 
In addition to the ability to view the last 12 statements worth of current transactions for the 
purposes of reallocation or other transactional maintenance activity as needed, cardholders and 
Program Administrators can also view the previous most recent 66 statements in PDF format. 
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e. What are the available options to add other recipients/parent organizations? 

 
 U.S. Bank can add additional hierarchy nodes and users provided they reside under the same 
managing account. 
 

f. What billing cycles are available? 
 
U.S. Bank offers 19 cycle dates, from the 6th through the 25th day of each month (exclusive of 
the 19th of each month). If the billing cycle date chosen falls on a Saturday, Sunday or holiday, 
the data is cycled at the end of the next business day. 
 

g. How will the State receive billing statements? Are they available electronically? (Note: 
electronic billing is desired by the State). 
 
As part of a U.S. Bank wide initiative to promote sustainable business practices, our default 
statement offering for cardholders and administrators is electronic statements accessible via 
Access Online. Paper statements are available upon request. 
 

h. What are the payment terms from “statement date”? 
 
Payments are due within 14 days of statement date. 
 

i. How soon after the billing cycle ends are statements available? Can statements be 
available electronically the morning following the billing cycle end date? 
 
Statements will be made available in Access Online one business day after the cycle end date. 
Furthermore, if requesting paper statements, they must be mailed within the following timelines: 

▪ Central bill—Three business days after cycle 

▪ Cardholder statements—100 percent of statements mailed no later than three business 
days after cycle 

 
j. Is the Firm able to provide a monthly invoice for all statewide charges and credits 

transacted in the statement period? If so, in what format is this information available? 
 
Yes. U.S. Bank can provide the State with the Statement Billing File 2.5 (SBF 2.5) that contains 
transaction data with allocation information; primarily used to populate your general ledger with 
transaction information. The SBF 2.5 is a Fixed-length ASCII Text file. 
 

k. Is the Firm able to provide a detailed electronic report of all statewide transactions to 
support the summary invoice, available the first morning following the end of the 
billing period? If so, in what format is this information available? 
 
In addition to the SBF 2.5, outlined in our response to Question F.1.k. above, U.S. Bank can 
also provide the VCF 4.0 Standard extract file that contains transaction, account, hierarchy and 
Level II and Level III data. The SBF 2.5 includes account and transaction data, but not Level III 
details. 
 
 
 
 



 

U.S. Bank State of Delaware TRE18101-BANKINGSVC 149 
 

l. By what payment methods (ACH/Wire/Check) will the Firm accept monthly payments 
by the State? 
 
U.S. Bank accepts payment via ACH, wire, AutoPay (which includes payment through Access 
Online), TelePay and check. 
 

2. Rebate Schedule 

a. Provide a rebate schedule for card activity at various usage levels up to $500 million. 
 
Please see our response to the Purchasing/Virtual Card & ePayables tab of Attachment 4. 
Additional information has also been included in the Exhibits Section – U.S. Bank Corporate 
Payment Systems Financial Proposal. 
 

b. Describe any other factors, such as average transaction size, file turn, etc., that affect 
the rebate amount. 
 
In conjunction with a performance incentive based on your net annual charge volume, U.S. Bank 
also offers an incentive to the State based on your speed of payment performance. We have 
included a definition of our speed of payment calculation in our response to Question 2.c., 
below. 
 

c. Describe how speed of payment is calculated. 
 
Speed of payment is calculated based on File Turn Days Payment Performance, which is the 
average speed of repayment for each agreement year. File Turn Days are the number of days 
from the day U.S. Bank funds a charge transaction to the day payment for that transaction is 
posted, inclusive of the beginning and ending days.  
 
Please refer to the Exhibits Section, U.S. Bank Corporate Payment Systems Financial 
Proposal for more information regarding our speed of payment incentive offered to the State. 
 

d. Identify any exceptions to the rebate schedule (i.e. large dollar items, etc.) Specifically 
define what constitutes a “large dollar” item. 
 
Our performance volume incentive is based upon net annual charge volume, which is defined as 
all charges set forth on the monthly billing statements furnished for all accounts, less cash 
advances, fess, fraudulent charges, chargebacks, charges qualifying for discount interchange rates 
and amounts charged-off by U.S. Bank. 
 
Specific to items qualifying for discount interchange, which includes but is not limited to large 
ticket (as defined by the association) item and enhanced data transactions, U.S. Bank offers a 
separate rebate to the State, outlined in the Exhibits Section, U.S. Bank Corporate Payment 
Systems Financial Proposal. 
 

e. Address additional proposed incentives to include signing bonuses. 
 
Full information regarding our financial offer to the State has been included in Exhibits 
Section, U.S. Bank Corporate Payment Systems Financial Proposal. Rather than proposing 
a signing bonus or other additional incentive, we have instead provided a more robust volume 
incentive grid to the State. 
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f. Will the same rebate schedule apply for purchasing card and virtual card payments? 
 
Yes. The same rebate schedule will apply for purchasing card and virtual card payments. Please 
see Exhibits Section, U.S. Bank Corporate Payment Systems Financial Proposal for 
additional details. 
 

3. Fees to the State 

a. Identify all fees/ charges that would apply to international transactions. 
 
A foreign transaction fee is assessed for any transaction occurring outside of the currency in 
which a card is issued. Transactions made in foreign currency must be converted into the card’s 
billing currency, and U.S. Bank will assess a foreign transaction fee of one percent of the 
resulting amount. 
 

b. Are there any fees associated with cash advances? 
 
Yes. Cash advances are assessed a fee of 2.5 percent (minimum $2.00). 
 

c. Is there a cost to send monthly paper statements to individual cardholders? 
 
U.S. Bank does not charge a fee for the first paper statement. However, duplicate paper 
statements will be assessed a $5 fee.  
 
Please note that as part of a U.S. Bank wide initiative to promote sustainable business practices, 
our default statement offering for cardholders and administrators is electronic statements 
accessible via Access Online. 
 

d. Identify all fees and charges for the ePayables solution including payment by 
purchasing card, check and ACH, that the State would be responsible for paying in an 
ePayables environment. 

 

One Card 

Feature Fee 

General 

Annual Card Fee Fee Waived 

Executive Card Annual Fee 

▪ Up to one percent of cardholders 

▪ Additional cardholders past first 1% 

 
Fee Waived 
$100.00 per account 

Executive Platinum Card Annual Fee $345.00 per account 

Rewards Program Annual Fee $80.00 per participant 

Central Travel System (CTS) Fee Waived 

Delinquency Fees: 

▪ Fee assessed on the entire past due amount if full balance is not paid by 
the due date 

▪ Fee assessed each subsequent cycle on the entire past due amount 

 
1.0% (minimum $2.00) 
 
2.5% (minimum $2.00) 

Interest Charges No Fee 

Cash Advance Fee 2.5% (minimum $2.00) 

Convenience Check Fee 2.5% (minimum $2.00) 

Convenience Check Stop Payment Fee $15.00 
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One Card 

Feature Fee 

Convenience Check Copy Fee $2.00 

Returned Convenience Check Fee $15.00 

Statement Copy $5.00 per additional statement 

Draft/Receipt Copy $5.00 per draft 

Replacement Card Fee Fee Waived 

Expedited Delivery Fee $20.00 per shipment 

Non-Sufficient Funds Fee $15.00 per occurrence 

Foreign Currency Fee (if applicable) 1.0% per transaction 

Benefits 

Travel Accident Insurance: $250,000 coverage No Fee 

Auto Rental Insurance No Fee 

Visa Liability Insurance: $100,000 coverage No Fee 

Lost Luggage Insurance: Maximum $1,250; not to exceed common carrier 
reimbursement 

No Fee 

Other 

Implementation and Training Cost No Fee 

Access Online No Fee 

Electronic Attachments (receipt imaging) Annual Fee $12.00 per user 

Custom Mapping Fee based upon scope of service 

Logo Setup Fee Fee Waived (Standard Fee: $300) 

Customized Plastic: 

▪ Quantity of less than 2,000 cards 

▪ Quantity of more than 2,000 cards; or specialty printing needs (minimum 
of 1,000 cards) 

 
$2,000 
 
$5,000 

 
e. Is your Firm willing to offer any upfront or one-time transition or retention incentives? 

 
We are not offering any upfront or other transition incentives at this time. Our financial proposal 
for the State, available in Exhibits Section, U.S. Bank Corporate Payment Systems 
Financial Proposal, details the volume, speed of payment and discount interchange incentives 
that are available based on your card purchases. 
 

f. For how long will the Firm guarantee the proposed fees/rebate? 
 
Fees are guaranteed throughout the term of the contract. However, some fees, such as the 
foreign transaction fee, are determined by the association and, therefore, cannot be guaranteed 
throughout the contract term. 
 

g. Provide all purchase, licensing, and maintenance costs. If software must be licensed 
per workstation, show each workstation license cost. Note if any site license/master 
license program is available. Please provide a copy of this proposed license 
agreement. If there is a software maintenance agreement, please provide a copy of this 
proposed agreement. Indicate support capabilities and availability; indicate whether 
upgrades and to what degree (i.e., full vs. incremental) are included in the maintenance 
agreement. 
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U.S. Bank offers Access Online, our web-based and proprietary program management and 
reporting tool, at no cost. As the system is web-based, there is no licensing requirement. 
Furthermore, Access Online is a user-friendly, web-enabled system with modest computing 
requirements: 

Desktop Supported Browsers 

▪ Microsoft Internet Explorer versions 11 and higher for Windows is recommended to ensure 
user has all security patches required for PCI data 

▪ Firefox 31.4.0 and higher for Windows and Mac 

▪ Chrome 40.0.2214 and higher for Windows and Mac 

▪ Safari 7 and higher for Mac 

Mobile Support Browsers 

▪ Mobile Safari 6.0 and above 

▪ Chrome Mobile 40.0.2214 and above 

▪ Firefox Mobile 31.4.0 and above 

▪ Android browser 4.4 and above 

Additional Requirements 

▪ Adobe Acrobat Reader version XI or later or Adobe Acrobat Reader DC 

▪ Microsoft Excel 2007 or later 

▪ Pop-up blockers turned off 
 
Access Online can be accessed on any device with an internet browser (including Macs, PCs, 
mobile devices, etc.). The preferred browser is Internet Explorer, on which Access Online has 
been certified. We cannot guarantee user experience will be exactly the same when using other 
browsers, but our system should function within any browser. 
 
All operations and support for Access Online is performed internally and within the United 
States and Canada. We do not outsource any portion of the software or the technical support for 
the application. Access Online was entirely designed, developed and is currently supported by 
U.S. Bank personnel. We own the software in its entirety and do not license its use to any other 
financial institution or entity. The team has an aggressive product development docket and roll 
out an average of four new releases per year, to ensure that our clients have the best new 
functionality our technology can offer. 
 

G. Disaster Recovery 

1. Are there any disaster recovery plans specific to this component that are not outlined in 

the Disaster Recovery plan requested in Section V.A. Tab K? 

 
No. Please see Section V.A. Tab K. 
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Attachment 1-D: Stored Value Card Questionnaire  

A. Key Personnel & Customer Service 

1. Provide biographical information on the individuals who will work with the State on a 

regular basis. Please include the following information. 

a. Proposed role with regard to OST’s account; 
b. Biographical information; 
c. Location; 
d. Experience working with other government entities; 
e. Number of years of experience in this field; 
f. Number of years with Firm; and 
g. Number of accounts the person is responsible for. 

Supporting Your Team with an Integrated Approach 
Accurate communication with the State is a fundamental aspect of our program management 
philosophy. Therefore, we use an integrated approach to support your team. You will work directly 
with a dedicated relationship manager, Kelli Keller, who is well supported by technical and 
operations specialists, and an experienced onboarding team led by Abby Kutschied. By taking a team 
approach to your program, we ensure our relationship manager has the right information and 
resources to manage and guide you through all aspects of implementation and throughout the 
contract period. From initial contract discussions through card funding, to routine card enrollments 
and program enhancements, the State will have the support you need for success.  
 
All of the resources assigned to the State have significant expertise with transitioning/launching 
public sector programs, and they are well-versed in proactively addressing the complexities of 
government agencies. They work collaboratively with your team-and with each other-to make sure 
you have what you need and all program tasks are completed within mutually-agreed upon 
timeframes. 
 

Name and Title Kelli Keller 

Relationship Manager, Government 

Proposed role 
regarding the State’s 
account 

Assists the State’s program administrators in managing their programs, including, but not 
limited to strategic planning, project communication development and program monitoring. 

Location Minneapolis, Minnesota 

Experience working 
with government 
entities 

Kelli will serve as the State’s primary point of contact for strategic program issues, including 
but not limited to strategic planning, project communication development and program 
monitoring. She has more than six years of experience working in the financial services 
industry with experience in implementation project management, technology development, 
training and relationship management. In her current role as relationship manager, Kelli is 
responsible for overseeing program development and ongoing management of her assigned 
portfolio. Her depth and breadth of experience has given her the skills and knowledge of the 
public sector to help you continue to successfully manage your program. Kelli serves as the 
primary contact and escalation channel for clients, serves as a client advocate responsible 
for prompt resolution of issues, provides program support and training and partners with 
clients on growth opportunities. She holds a bachelor’s degree in psychology. 

Number of years of 
experience in this field 

Six years 
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Number of years with 
Firm 

Six years 

Number of accounts 
the person is 
responsible for 

She oversees clients across six states, ranging from child support and unemployment to 
retirement and worker’s compensation, and she has developed a positive reputation among 
her clients. 

 

Name and Title Diane Gard  

Assistant Vice President, Senior Relationship Manager 

Proposed role 
regarding the State’s 
account 

As Kelli’s direct manager, Diane supports her by acting as a backup contact to the State as 
necessary.  

Location Home based in Wisconsin 

Experience working 
with government 
entities 

Diane is a marketing professional with 25 years of experience in marketing, company 
operations, employee supervision and account management. As a senior relationship 
manager for government programs with U.S. Bank Prepaid, she oversees the ReliaCard 
relationship management team, supports business development and sales initiatives for 
client onboarding and program expansion, and provides ongoing support to the prepaid 
team and external customers. Diane’s clients benefit from her strong decision-making 
abilities, outstanding organizational skills and successful interpersonal relationship-building 
skills. She has been recognized for excellent in corporate relationship management, 
contract negotiation, strategic leadership, product management and pricing stratagem. 
Diane is a 2014 winner of the U.S. Bank Pinnacle Award for Performance Excellence, one of 
our highest achievements for bank employees. She holds a bachelor's degree in business 
administration. 

Number of years of 
experience in this field 

25 years 

Number of years with 
Firm 

11 years 

Number of accounts 
the person is 
responsible for 

Diane supports Kelli and our entire government relationship management team by acting as 
a backup contact to all clients as necessary 

 

Name and Title Gretchen Anderson 

Assistant Vice President, Prepaid Sales Manager  

Proposed role 
regarding the State’s 
account 

Gretchen is responsible for developing strategic campaigns and managing relationship 
strategies for the delivery and maintenance of a full portfolio of financial instruments.  

Location Home based in Minnesota 

Experience working 
with government 

Gretchen has more than 25 years of professional experience in providing solution-based 
prepaid services for corporate and commercial customers and prospects. She previously 
served as a relationship manager for the ReliaCard program. Gretchen is a 2016 winner of 



 

U.S. Bank State of Delaware TRE18101-BANKINGSVC 155 
 

entities the U.S. Bank Pinnacle Award for Performance Excellence, one of our highest 
achievements for bank employees. Gretchen holds bachelor’s degrees in marketing and 
business administration. 

Number of years of 
experience in this field 

25 years 

Number of years with 
Firm 

11 years 

Number of accounts 
the person is 
responsible for 

Gretchen manages new business account development in 27 states. 

 

Name and Title James Homer  

Vice President, National Sales and Relationship Manager 

Proposed role 
regarding the State’s 
account 

James supports the team by acting as a backup contact to the State as necessary.  

Location Home based in Florida 

Experience working 
with government 
entities 

James has more than 20 years of experience in supporting both government agencies and 
Fortune 500 corporations. He is a results-oriented professional with more than 20 years of 
experience in both government and Fortune 500 corporations. James is a subject matter 
expert in marketing, business development, team leadership and administration. In his 
current role as a national sales manager, he oversees contract negotiations, driving new 
growth, team alignment and forecasting. He holds a bachelor’s degree in public relations 
and an MBA in business administration. 

Number of years of 
experience in this field 

20 years. 

Number of years with 
Firm 

Eight years 

Number of accounts 
the person is 
responsible for 

James is responsible for overseeing new business in all 50 states and the District of 
Columbia. 

 

Name and Title Dave Smith 

Senior Vice President, National Sales and Relationship Management 

Proposed role 
regarding the State’s 
account 

As Senior Vice President of the Prepaid National Sales and Relationship Management 
team, Dave establishes strategic direction for the entire sales and relationship management 
team, overseeing contracting administration, drives revenue growth and client engagement.  

Location Minneapolis, Minnesota  
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Experience working 
with government 
entities 

Dave has nearly 16 years’ experience in prepaid card services in both retail and banking 
services. He has worked with government agencies for the past eight years. Key areas of 
focus over his career have included driving revenue growth during times of economic 
instability, overseeing the development and marketing of industry-leading prepaid products 
and leading new business development. He holds a bachelor’s degree in political science. 

Number of years of 
experience in this field 

16 years 

Number of years with 
Firm 

Eight years 

Number of accounts 
the person is 
responsible for 

Dave is responsible for overseeing the entire prepaid division. 

 

Name and Title Abby Kutschied 

Senior Onboarding Manager 

Proposed role 
regarding the State’s 
account 

As an Onboarding Manager, she manages the overall project including the technical 
integration, communication plan and adoption strategy, and client administrative website 
access and training.  

Location Home based in Minnesota 

Experience working 
with government 
entities 

Abby has over five years’ experience working with government entities. Prior to her role as 
an Onboarding Manager, Abby held positions as an Administrative Assistant in Banking and 
Consulting, a Commercial Interior Designer and a Real Estate Agent. Abby holds a 
bachelor’s degree in interior design, an associate’s degree in business, and an associate of 
arts degree. 

Number of years of 
experience in this field 

10 years 

Number of years with 
Firm 

Seven years 

Number of accounts 
the person is 
responsible for 

Abby has worked with more than 150 clients to implement their prepaid card programs in 
her four years in this role.  

 

Name and Title Chris Fore,  

Vice President, Head of Client Onboarding  

Proposed role 
regarding the State’s 
account 

Chris supports Abby Kutschied by acting as a backup contact to the State as necessary.  

Location Minneapolis, Minnesota 
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Experience working 
with government 
entities 

He has more than 10 years of banking experience, with seven years focused on prepaid 
products, including government, payroll, general purpose, campus and per diem programs. 
He has held several roles with U.S. Bank including Relationship Management, Project 
Management, Product Development and Business Analysis. Chris holds a bachelor’s 
degree in business management. 

Number of years of 
experience in this field 

10 years 

Number of years with 
Firm 

11 years 

Number of accounts 
the person is 
responsible for 

Chris has a proven track record for launching multiple state government clients and 
maintaining relationships with more than 25 state government card programs, including 
Texas Unemployment, Louisiana Unemployment and Louisiana Child Support. 

 

Name and Title Mark Shultz 

Senior Vice President, Prepaid Business Line Head 

Proposed role 
regarding the State’s 
account 

Mark guides leadership and strategy direction for the U.S. Bank Prepaid business line, a 
multi-billion dollar portfolio comprised of government, payroll, consumer and rewards /rebate 
cards.  

Location Minneapolis, Minnesota 

Experience working 
with government 
entities 

Mark has more than 20 years of experience leading financial services portfolios including 
Target’s credit, debit and prepaid portfolios, along with innovation leadership in digital 
product development, B2B strategies and alias card capabilities. He led Target Financial 
Services product development and co-brand launches with strong partnerships at Visa, MC, 
Amex, Discover, TSYS, GreenDot, NetSpend, First Data, SVS, Blackhawk, and InComm. In 
the area of new business development and strategy leadership, he oversaw the start-up and 
launch of Target.com and Target Financial Services, and holds industry leadership in gift 
card merchandising. He has his MBA in marketing and finance. 

Number of years of 
experience in this field 

20 years 

Number of years with 
Firm 

Two Years 

Number of accounts 
the person is 
responsible for 

Mark is responsible for providing leadership and strategy for all U. S Bank repaid business 
lines. 

 

Name and Title Jerry Anderson 

Vice President, Group Product Manager  

Proposed role 
regarding the State’s 

Jerry acts as Kelli’s primary contact for any inquiries regarding product information 
management, features and functionality.  
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account 

Location Minneapolis, Minnesota 

Experience working 
with government 
entities 

With 31 years of overall banking experience, Jerry has experience in product management 
and product development, marketing, strategic planning, relationship management and 
execution of business plans. Jerry has more than eight years of specific prepaid experience 
and has launched numerous prepaid products including payroll, consumer incentives, 
corporate disbursements and government benefits. Jerry holds a bachelor’s degree in 
business administration and an MBA in finance and an advanced degree in marketing 
management. 

Number of years of 
experience in this field 

31 years 

Number of years with 
Firm 

Eight years 

Number of accounts 
the person is 
responsible for 

As our product leader for government and corporate prepaid programs, Jerry is responsible 
for all U.S. Bank’s clients. He works will Kelli as her primary contact to assist her with any 
inquiries regarding product information management, features and functionality. 

 

Name and Title Jeff Pick 

Vice President, Marketing Manager  

Proposed role 
regarding the State’s 
account 

Jeff will develop any new marketing communications the State needs for your program 
moving forward.  

Location Minneapolis, Minnesota 

Experience working 
with government 
entities 

Jeff has 11 years’ experience working with government client promoting the ReliaCard 
program. With more than a decade of broad experience in marketing, he is responsible for 
developing marketing strategy for rollout of new card products, including promotional 
collateral and cardholder marketing. Jeff is a 2010 U.S. Bank Pinnacle Award winner for 
creative marketing campaign execution. He holds a bachelor’s of science in marketing, a 
master’s in sports marketing and an MBA. 

Number of years of 
experience in this field 

14 years 

Number of years with 
Firm 

11 years 

Number of accounts 
the person is 
responsible for 

Jeff fills the role as marketing manager assigned to all prepaid programs and will develop 
any marketing communications needed. 
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Name and Title Lori Bloomberg 

Vice President, Senior Product Manager  

Proposed role 
regarding the State’s 
account 

Lori acts as a ReliaCard subject matter expert by assisting with any inquiries regarding 
product information management, features and functionality.  

Location Minneapolis, Minnesota  

Experience working 
with government 
entities 

As a senior product manager, Lori has more than 15 years’ experience managing 
government and payroll prepaid portfolios, developing marketing strategy and aligning 
products with regulatory requirements. She is a product and marketing professional with 27 
years of banking experience with excellent organizational and strategic planning skills. She 
has been recognized by management, peers and direct reports for her foresight, team 
building and productivity when leading people and projects. Lori has a bachelor’s degree in 
English and an MBA. 

Number of years of 
experience in this field 

25 years  

Number of years with 
Firm 

21 years 

Number of accounts 
the person is 
responsible for 

Lori works with all ReliaCard programs and will assist in any program changes during the 
contract period. 

 

Name and Title Malu Ros 

Senior Manager, Quality/Training, Prepaid Call Center Operations 

Proposed role 
regarding the State’s 
account 

Malu assist the relationship managers with customer service-related questions including 
monitoring calls, call quality improvement processes and more.  

Location Jacksonville, Florida  

Experience working 
with government 
entities 

A call center executive with more than 10 years of experience in supporting prepaid call 
center support, Malu is an expert in maintaining positive customer relationships and working 
with global technical groups towards development and/or enhancement of programs. She is 
an experienced consultant to international organizations and an expert public speaker with 
exceptional skills in operational efficiency, vendor management, program design, 
development and implementation, continuous process and performance improvement, 
coaching and mentoring, and customer satisfaction and retention. Malu holds a bachelor’s in 
English, a master’s in literature and a diploma in human resources development. 

Number of years of 
experience in this field 

10 years 

Number of years with 
Firm 

Six years 
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Number of accounts 
the person is 
responsible for 

As senior quality manager of our U.S.-based call centers, Malu is responsible for all clients, 
in all customer service-related including monitoring of calls, call quality improvement 
processes and more. 

  

Name and Title Scott Louie 

Vice President, Client Support Operations 
 

Proposed role 
regarding the State’s 
account 

Scott manages and coordinates operational activities for the Prepaid Client Support team. 
He ensures quality service and effective client support for all internal and external 
customers, defines group objectives and implements processes to support these objectives.  

Location Jacksonville, Florida 

Experience working 
with government 
entities 

Scott has support government agency clients for the past six years. He has more than 14 
years of team management, client support management and banking experience. Scott 
holds a bachelor’s degree in history and an MBA in marketing. 

Number of years of 
experience in this field 

14 years 

Number of years with 
Firm 

Seven years 

Number of accounts 
the person is 
responsible for 

Scott manages and coordinates operational activities for all clients for the Prepaid Client 
Support team.  

 
2. Provide an organizational chart that includes these individuals. 

 
Following is the organizational chart for your U.S. Bank Account Management Team. 
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3. Customer Service 

a. For routine day-to-day transactions, will a specific customer service representative or 
a customer service department be assigned? Provide biographical information for this 
individual(s) that will be assigned to this account. 
 
Your program administrators will find answers and support by reaching out to either our client 
support team, the relationship manager or by accessing the administrative portal. They are able 
to get a response to technical issues immediately by calling our client support team (see expanded 
information in Section 3.b. below). For business discussions and strategic program issues, your 
dedicated relationship manager, Kelli Keller, is readily available to help. And for daily program 
information, the ReliaCard administrative portal provides historical data. With your relationship 
manager at the center and readily available, these access points work in conjunction with one 
another to provide your administrators the resources they need when they need them, allowing 
us to aid in the successful management of your program. See Section A. Key Personnel 
Customer Service above for Scott Louie’s and Kelli Keller’s biographical information. 

Multiple Resources to Get Answers Quickly 
Your program administrators will undoubtedly have times when they need assistance with a task 
or need help in resolving an issue. Whether they need to run a custom report, check on a funding 
transaction or discuss your program’s long-term strategy, they will have support from U.S. Bank 
to resolve their query quickly and efficiently.  
 

 
 

b. Describe the responsibilities of the customer service personnel, including the chain of 
command for problem resolution. 
 
Our client support team focuses solely on supporting the day-to-day technical issues the State 
may encounter. They specialize in issues that affect current transactions such as: 

▪ Transferring funds to/from cardholder ▪ Error messages  
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▪ Updating personal information ▪ Rejected loads 

▪ Card status changes ▪ New user setup and modifications  

▪ Loading status for client ▪ Card orders 

▪ Password resets/deactivations ▪ Data transmission support  

▪ Subpoena requests ▪ Report inquiries  

▪ Limit changes  

 
When your program administrator contacts the client support team, they will conduct a 
preliminary analysis of the situation to determine the best course of action for resolution. With 
access to key system resources, they can see and track records, and resolve concerns quickly and 
accurately. The client support team is able to resolve the vast majority of issues (approximately 
99%) without the need for additional escalation. If your issue requires additional support, the 
client support team has an established protocol to escalate the issue until it is resolved. The 
escalation communication process will include the relationship manager and may alert other 
senior management depending on the severity of the issue. The escalation communication 
process includes the relationship manager and may alert other senior management depending on 
the severity of the issue.  
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c. What are the hours of operation of the customer 
service unit involved in supporting the State? 
 
Our client support team can be easily reached by phone or 
email, Monday through Friday, 8 a.m. - 8 p.m. ET.  
 
 
 
 
 
 
 

d. If a State employee needs assistance after business hours, what support is available? 
 
Even though approximately 95 percent of the calls from our government clients are received 
during these support hours, we are available to assist if your team has an urgent issue at all times. 
Client support is available Monday through, Friday 8 a.m. to 8 p.m. ET with monitored 
voicemail for after-hours support. For after-hours emergencies, you can leave us a message as we 
monitor the client support automated voicemail messaging system. Our on-call manager will be 
notified that a message has been received and will respond to your call within one hour. They 
will provide as much information as possible and will inform you of the next steps in resolving 
your issue. 
 

e. In what languages is customer support available? 
 
Client customer support is available in English.  
 

B. Stored Value Card Services 

1. Provide a description of your Firm’s card program and how it will meet the State’s 

requirements. Can the same card program be used for all of the purposes mentioned for 

DSCYF, DHSS, and DOL? If not, please elaborate. 

 
U.S. Bank recommends the State’s use of the ReliaCard for the DSCYF, DHSS and DOL stored 
value programs. We are committed to being a leader in the prepaid market and working with you in 
the ways you need to ensure success for your programs and 
cardholders. We have gone beyond simply investing in our 
products to support our clients and maintain our edge in the 
marketplace. We have invested in the right infrastructure to 
bring the first fully integrated prepaid card program to the 
marketplace. We maintain direct oversight of all aspects of the 
program – including being the issuing bank, program manager 
and processor. By providing the State with the entire prepaid 
value chain, we provide an integrated approach to federal 
compliance, and a greater degree of information exchange to support fraud, AML and other 
federal/state regulatory oversight efforts, all of which are aimed at protecting and supporting your 
cardholders. This commitment results in lower costs and greater stability for both treasury programs. 
Our actions reinforce our commitment to supporting state government prepaid programs today and 
in the future.  
 
Distributing payments electronically to recipients via a prepaid card can help the State save time and 
money by reducing paper check costs and streamlining administration. Our clients have reported that 
check issuance can cost them $3 and higher per check. To help the State’s control these costs, we 

Reach Out to Our  

Client Support Team  

for Technical Help 

 

 
Phone or Email 

800.809.0738 

prepaid.partner@usbank.com 
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recommend the use of our ReliaCard® solution to the State. ReliaCard provides your agencies with a 
reloadable, non-portable card option to recipients of various distributions, including, but not limited 
to, child support, unemployment insurance, housing and utilities reimbursement, worker’s 
compensation and pension payments.  
 
With the end goal of not only helping the State but also increasing cardholder convenience and 
reducing their costs, ReliaCard enables recipients to quickly and easily access their funds. In addition 
to the benefits outlined in the chart below, we also equip your cardholders with the tools they need 
to utilize their prepaid cards, including email and text alerts, 24/7 live agent hotline and dedicated 
cardholder website to gain immediate access to their account information. 

 

As one of the leading providers of prepaid cards in the country, U.S. Bank is fully qualified to help 
you implement a prepaid program for the State’s payments. We have been issuing prepaid cards to 
government entities since 2001, and our footprint now spans 223 state agencies in 40 states. We will 
use the lessons we have learned over nearly two decades in the prepaid space to understand your 
needs and make suggestions for improvement and greater efficiency during and after the 
implementation process.  

At U.S. Bank we understand the State’s interest in being efficient with taxpayer funds. The ReliaCard 
program will be offered to the State free of charge. Furthermore, our end-to-end solution, from 
operational and client support to reporting and online access, aims to provide all the resources and 
information you need to successfully implement and manage your program.  

 
2. How long has your Firm offered this card program? 

 
Our leadership holds a unique position in government prepaid program history. We pioneered the 
first government prepaid disbursement programs in 2001, and our prepaid program is now the 
largest in the nation – 223 major state agencies spanning 40 states. Our client base includes 
consumers, businesses, institutions, non-profits and government agencies. We are a leading supplier 
of payroll cards, gift and rewards cards, government benefit cards and general purpose reloadable 
cards spanning a wide variety of industries. 
 
U.S. Bank Retail Payment Solutions developed the first prepaid debit cards in the late 1990s with the 
introduction of a prepaid travel card that replaced traveler’s checks. In 2001, we became the first 
prepaid card provider in the nation to successfully implement a direct deposit prepaid card solution 
for the disbursement of government payments with the ReliaCard Visa® for Colorado Child Support. 
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That program’s contract has been renewed multiple times and still functions today as the original 
model for government prepaid debit card solutions in the U.S. 
  
In 2002, we launched our first payroll card program, AccelaPay®, the forerunner to our current 
Focus Card™ payroll program. The Focus Card program, established in 2012, provides an innovative, 
efficient replacement for cash and checks. It can be implemented seamlessly into existing operations 
and offers a host of easy-to-use cardholder features. We expanded the Focus Card into Focus Blue, 
an additional card offering that serves as an alternative for organizations wishing to make non-payroll 
disbursements for per diem, research studies, bonuses and incentives and other uses. In 2018, we 
launched our Expense Card program, which supports disbursements such as athlete payment 
distributions or research payments. The Expense Card program is intended to aid is managing 
corporate-owned funds. 
 
We’ll use the lessons we’ve learned over nearly two decades in the prepaid space to understand your 
needs and make suggestions for improvement and greater efficiency during and after the 
implementation process. U.S. Bank and your dedicated relationship team are committed to your 
success. 

 
3. What network brand is on the card (Visa / MasterCard, other)? Provide a sample image of 

the card. 

 
U.S. Bank ReliaCard program utilizes reloadable, Mastercard®-branded prepaid debit cards. Since our 
cards operate within the Maestro® and Interlink merchant networks for signature-based, PIN-based 
and cash back transactions, as well as the Mastercard Cirrus ATM network, they are accepted at all 
merchants accepting Mastercard. Our standard card design, which is used by nearly all our clients, is 
illustrated below.  
 

 
 

4. Describe how the cards are tied to an account at a financial institution; is the account 

owned by the recipient, the State, or is the card tied to a For Benefit of (“FBO”) account? 

Explain the ownership and structure of the FBO account. 

 
Signing up for a prepaid card does not establish a bank account in the name of the recipient. 
Cardholders are not required to have an existing bank account to receive a prepaid card. Funds are 
owned by the recipient and not the State. The card is not tied to a For Benefit of account. 

 
5. Are the accounts insured by FDIC or National Credit Union Share Insurance Fund 

(“NCUSIF”)? 

 
Yes. U.S. Bank National Association (certificate number 6548) is a member of and has been insured 
by the Federal Deposit Insurance Corporation since January 1, 1934. 
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Certification information regarding our membership in the FDIC is public knowledge and can be 
obtained by visiting http://www.fdic.govfdic.gov. 

 
 
All our reloadable debit card accounts are FDIC-insured. As a standard policy we extend FDIC 
insurance coverage to all of our reloadable debit card accounts in the maximum allowable amount of 
$250,000. If a cardholder has only one account with U.S. Bank, the FDIC insurance value is applied 
in total to that account. If the account holder has multiple accounts at U.S. Bank (parent plus 
subaccount), the FDIC insurance benefit applies proportionately to each of the applicable accounts 
up to an aggregate total of $250,000.  
 
Note: Insurance totals subject to change due to changes in state or federal regulations. 

 
6. How will the State agencies get the account number information to make future payments 

electronically? 

 
Upon processing of the enrollment file, our system generates the card’s 16-digit card number and a 
13-digit funding account number. The card number and the account number are linked but not 
identical. The cardholder’s 13-digit account number will be used by State to fund the card and allows 
us to easily replace the card (in case of a lost or stolen card or at time of card expiration) without 
affecting your funding workflow. 
 
When the enrollment file is processed, we provide the State with a response file reports that 
acknowledges the enrollments were received and processed correctly and denotes those that could 
not be processed. Error reports include a code representing the error and a description of that error, 
followed by the erroneous input file.  
 
The acknowledgment file is sent within two hours of receipt of enrollment and demographic change 
file. A successful file transmission report will include the number of records received successfully and 
each successful transaction with the input record following denoted success.  

http://www.fdic.gov/
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For all successful records, the file will provide routing and account numbers for each cardholder. The 
State can use this account number in the daily payment file along with other identifying information 
to fund the card. 

  

 
 

If a card is replaced for any reason (upgraded to personalized, replaced, or reaches natural 
expiration), our system automatically links the replacement card’s 16-digit number to the cardholder’s 
funding account number. You do not have to make any changes to the recipient’s account number in 
your system. In this way, we completely remove the burden from the State in the card replacement 
process. 

 
7. Is there an annual minimum number of cards that the State needs to issue for this 

program? Would this minimum threshold apply for the entire State or each individual 

program (DSCYF, DHSS, DOL)? 

 
There is no minimum number of cards that the State needs to issue annually. 

 
8. At what point does a card become inactive? What happens to inactive cards? 

 
The card would go into an inactive status after 365 days with no balance altering activity (e.g., 
deposits, withdrawals, purchases, etc.). If a deposit, withdrawal or POS transaction takes place after 
this fee period has begun, then the inactivity fee period will be reset. Cards will expire after three 
years. If a cardholder has experienced a gap in receiving disbursements and no longer has their card 
in hand, or the card has expired, they will need to call customer service to request a new card.  
 
Historically, less than one percent of all U.S. Bank prepaid cards have funds on them when entering 
the inactivity period. Since prepaid cards have developed into a mainstream payment tool, 
cardholders have learned to use the point-of-sale and extensive cash access options to utilize all the 
funds on their cards before retiring them. 

 
9. Who is responsible for escheatment of unused funds? 

 
U.S. Bank retains 100 percent responsibility for escheatment, removing the burden from the State 
agencies. In the event that funds on any card ever go unused and reach the threshold of escheatable, 
U.S. Bank will abide by the unclaimed property laws of the State or commonwealth of last known 
residence of the subject cardholder. 
 
The aging (inactivity or unclaimed) escheatment requirement for prepaid debit cards in most states is 
three years, but can be as short as two or as long as five. Any prepaid card account that reaches the 
age of escheatment is automatically loaded to the U.S. Bank abandoned property database. 
 
Following the prescribed waiting period, and after completion of all state-mandated compliance 
tasks, U.S. Bank will automatically escheat back to that state or commonwealth, all remaining 
unclaimed funds from the account. Treasury will not be responsible for escheatment compliance on 
any deposits made to prepaid cards. 
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10. What assistance has your Firm provided your government clients in navigating the new 

prepaid rules established by the Consumer Financial Protection Bureau (“CFPB”)? 

 
As the CFPB and other jurisdictional partners finalize their proposed regulatory changes for prepaid 
debit cards, we review and evaluate those changes. We anticipate the impact of the upcoming CFPB 
changes will be mostly centered on disclosure and delivery of information. We have worked with our 
government clients to make sure they are aware of the upcoming changes and provided guidance on 
our interpretation of the new rules. Communication has included round table discussions, client 
specific calls at times including our compliance experts, email, presentations, letters, as well as 
thorough review of compliance plans.  

 
11. What changes has your Firm made or are anticipating to make due to the new prepaid 

rules established by the CFPB? 

 
U.S. Bank is following the anticipated CFPB rules and has taken the steps to initiate those potential 
changes. We have been actively engaged with our clients since the rule was first announced. We are 
currently providing both existing and new clients the required materials from the CFPB in advance 
so that they are prepared in time for the anticipated date. Many of our clients have already received 
their specific documents and are working to go live in advance of the April 1, 2019 deadline. In 
addition, we have made changes to our card packet and cardholder materials which are being moved 
into production early to ensure we are compliant.  
 

12. Cardholder 

a. Does the program provide free access to funds at ATMs, retail stores, and bank 
branches? Describe the options for the recipient to access funds. 
 
Yes. The ReliaCard program will carry the Mastercard brand, one of 
the most widely accepted brands in the world. The State recipients will 
have access to our market-leading cash access network to make 
unlimited, free cash withdrawals at 410 U.S. Bank, MoneyPass and 
Allpoint ATMs throughout Delaware and nearly 73,000 in-network 
ATMs located around the country, allowing the State recipients to make unlimited, free cash 
withdrawals at their convenience. They can also make bank teller withdrawals at more than 
112,000 MasterCard-branded national banks and credit unions. These features eliminate the need 
for physical U.S. Bank branch locations in the state. In fact, many of our largest ReliaCard 
programs (i.e., Texas Workforce Commission and Pennsylvania Unemployment) are within 
states where there are no U.S. Bank retail branches. 
 
Cardholders can use ReliaCards wherever Mastercard debit is accepted for both signature and 
PIN-based purchases, including at more than 8 million locations domestically and 40 million 
international POS locations. In total, the State’s cardholders have nearly 44 million cash access 
locations around the world to choose from across our comprehensive network. Many point-of-
sale (POS) systems allow cash to be tendered when making a credit/debit PIN transaction. In 
such a transaction, the debit card is tendered first with the cashier allowing the cardholder to 
receive cash by specifying an exact amount, usually between $20 and $100. 
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Current U.S. Bank Prepaid Merchant, Banking and ATM Network 

Transaction Type Network U.S. World 

POS Transactions   8,181,600 Total 40,714,500 Total 

Signature-Based 
Mastercard 
Debit/Interlink 

8,181,600 40,714,500 

PIN-based and “Cash Back” Maestro® Debit/Interlink 1,822,100 22,703,800 

Bank Teller and Credit Union Cash 
Withdrawals 

Mastercard Affliated 112,800 588,110 

ATM Cash Withdrawals (In-Network) 
U.S. Bank 
MoneyPass® 

Allpoint 
73,000 81,100 

ATM Cash Withdrawals 
(Out-of-Network) 

Mastercard Cirrus® 426,000 2,511,300 

Total Access Points*  8,680,600 43,895,000 

 
b. Are service fees ever assessed on a withdrawal from an ATM owned by your Firm’s 

financial institution or from a surcharge-free ATM? 
 
Cardholders will have unlimited, surcharge free and service fee-free access to U.S. Bank, 
MoneyPass and Allpoint ATM networks. If cardholders choose to use an out-of-network ATM, 
there will be an additional fee added to the transaction.  
 

c. How many “no surcharge” ATM locations are owned and operated by your Firm’s 
financial institution in the State? 
 
Since MoneyPass is owned by U.S. Bank, we own 205 ATM location in the State. We maintain 
control over all aspects of MoneyPass ATM management to give cardholders a positive 
experience when accessing their funds at any in-network ATM. Our footprint is growing to 
better serve your cardholders; in 2017 we added more than 8,000 in-network ATMs nationwide 
to our footprint through a new partnership between MoneyPass and 7-Eleven stores. The State’s 
cardholders will have an extensive network of surcharge-free ATMs in their neighborhoods and 
across the country from which to withdraw their card funds. 
 

d. What type of customer support is available by phone? Where is this call center 
located? 
 
Cardholders will have 24/7 customer service access that includes calling our customer service 
line to get answers to their questions. Our comprehensive customer service center addresses the 
needs of the vast majority of callers immediately through our easy-to-use interactive voice 
response (IVR) system. And for those callers with more extensive questions or who would rather 
talk with a live customer service representative (CSR), we directly route the call to a CSR for 
personal support. Customer service is available 24/7 for maximum convenience.  
Our customer service centers are entirely located within the United States. We currently utilize 
three centers in Texas: Universal City, Beaumont and San Antonio, and have plans for expansion 
to a fourth center located in Florida. 
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e. Are cardholders initially greeted with an Integrated Voice Response (“IVR”) System or 
a live- person? 
 
When cardholders call the toll-free number on the back of their card, their call is answered 
immediately by our responsive IVR system. The IVR system allows cardholders to obtain 
account information, complete routine service requests and speak to a live customer service 
agent, if needed.  
 
For our cardholders, approximately 90 percent of all cardholder inquiries are currently resolved 
within the IVR system, ensuring prompt, accurate responses with no hold time. The remaining 
10 percent are directly routed to our friendly and courteous CSRs to address their questions and 
assist in completing requests. 

Providing Personal Support  
If the cardholder needs assistance, they will be routed to the next available CSR, selected based 
on availability from any one of our three U.S.-based call centers. Cardholders will not have to 
dial a separate number to reach a live agent for help and will not be charged for this personal 
service.  
 
Regardless of the time of day that cardholders contact us, our friendly, knowledgeable CSRs are 
available to help them with their questions, including assisting with reporting a lost or stolen 
card, requesting a replacement card, handling disputes, updating demographic information and 
other more complex issues.  
 
All CSRs are thoroughly trained to answer cardholder questions pertaining to your program, 
helping to ensure cardholder satisfaction. They are aided by our online database that summarizes 
detailed information about the program. This database, called the Knowledge Base, provides the 
facts needed to accurately assist cardholders, including details on program fees, ATM networks, 
program type, etc. After the CSR identifies the cardholder’s account, they are trained to go 
immediately to the Card Information page that provides them with the detailed program 
information needed to assist the cardholder with their request. 
 

f. What time are live representatives available to answer questions? If a call occurs 
outside of this available window, will the IVR provide a message informing the 
cardholder of the hours during which a live representative will be available? 
 
Cardholders will have the ability to reach a live representative 24/7 through our customer service 
line to get answers to their questions.  
 

g. Provide information on the customer support center’s average speed of responses to 
telephone calls. 
 
In order to help ensure that cardholders receive support when needed, our quality management 
team serves as a Center of Excellence and directs daily activity to consistently maintain key 
service levels and other quality benchmarks. Our customer service managers track numerous 
metrics closely to maintain our high level of service. A few key metrics are outlined below. 
 

Current Prepaid Call Center Metrics 

Name Description/Measurement 

IVR Availability The IVR system will be available to cardholders 99.90% of the time for access 
to account information excluding any scheduled maintenance. 
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Time to Answer 80 percent of CSR-assisted calls will be answered within 45 seconds of call 
transfer 

Call Abandonment Rate No more than 6% of calls will be abandoned after 30 seconds. 

 
h. Is it possible for the recipient to overdraw on the card? Describe your Firm’s overdraft 

policy. 
 
The ReliaCard prepaid card program does not offer a line of 
credit so cardholders cannot purposely overdraw their card. 
Cards are configured so that any attempted transaction that 
may exceed the available card balance, or the balance plus any 
applicable preauthorization offset, (e.g., restaurant tip) will 
decline.  
 
While our cards do not offer a line of credit, all prepaid card 
programs that offer the flexibility of hospitality and rental purchases include the slight risk of the 
cardholder exceeding their available balance. This risk is due to the “preauthorization” 
component of certain transaction types that are left open until the final total is determined by the 
consumer. To manage these transactions, cardholders can enroll in text and email alerts via the 
cardholder website, which includes an alert for pre-authorized transactions when they are posted 
to the card account (includes the new available balance).  
 
The State is not responsible for recipient overdrafts on prepaid debit cards. The overdraft 
amount will be recouped by U.S. Bank when additional funds are deposited to the cardholder’s 
account. If no further funds are deposited, U.S. Bank will absorb the loss. 
 

i. What protections are associated with the program to prevent fraud? 
 
In order to control the inherent risk of fraud, U.S. Bank maintains a robust fraud prevention 
program that not only includes monitoring and investigating incidents as they occur, but also 
incorporates a comprehensive prevention and detection process that allows us to take a broad 
look at fraudulent activity. By employing an internal and external fraud approach, we are better 
able to remain aware of the latest trends and provide protection for our cardholders and clients. 
Our systems ensure all transactions are passed through numerous velocity and fraud checks in 
real time before they are approved. Our internal and external anti-fraud and anti-money 
laundering tools also help to protect all stakeholders. Finally, our fraud operations team stays on 
top of current trends by communicating with industry groups, issuers, program managers and 
gateway partners on a regular basis to strategize the best ways to improve fraud prevention tools 
and limit potential financial exposure and loss. In fact, our financial intelligence unit director, 
Andrea Valentin, CFE, CAMS, leads many industry fraud discussions and is a speaker at many 
fraud prevention conferences.  
 
By using system-wide tools, including many host and gateway settings, we work to deter, detect, 
mitigate and prevent fraud, minimizing potential losses and making the prepaid programs 
unattractive to fraudsters and helping us to achieve the ultimate goal of our program, fraud 
deterrence.  
 
We address events that bypass the controls we have in place by using the Fraud Management 
Lifecycle approach, as illustrated below. Using this methodology, we determine the root cause, 
identify areas for improvement and implement any policy/procedure changes as necessary. 

Transaction attempts 

that exceed the 

available prepaid card 

balance are 

systematically set to 

decline. 
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Anti-fraud and Anti-money Laundering Controls 
The foundation of any fraud prevention program begins with transaction authorization controls. 
We have put into place several tools and configurations to help in the fight against undesirable 
prepaid card activity, and we enforce pre-authorization safeguards using our transaction 
authorization system. All transactions are passed through numerous velocity and fraud checks in 
real time prior to being approved, as illustrated below. 
 

 
 
In addition to the velocity limit check, the initial transactions are checked for: 

▪ Restriction of ATM access after a third-party cash load  

▪ Unmatched POS credit monitoring 
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▪ Online login restrictions 

▪ Negative card chargeback 

▪ Validation methods 

▪ Program restrictions 

▪ Pre-authorizations and holds 

▪ ACH rejection management 

▪ Verify SSN for ACH 

▪ Known remitter process 
 
In addition, we can also restrict transactions by MCC description, merchant ID and/or 
terminal ID at the program and client program levels. Transaction blocking can also be 
configured through the gateways to restrict transactions by country, MCC, merchant ID and 
BIN-specific levels.  
 
This highly controlled environment also allows our fraud operations team to constantly 
evaluate anti-fraud best practices and create or change tool functionality and technology based 
on industry trends.  

Merchant Breach Notifications 
We also provide notice to the State of large merchant breaches that affect your cardholders. As 
a precautionary measure, we may proactively issue new cards the State cardholders due to a 
merchant related breach event. Typically less than five percent of the cards that are reissued 
actually have experienced fraud related to that event. By reissuing cards proactively we are 
better able to provide maximum protection for cardholders.  
 
Prepaid has a robust fraud prevention program that includes monitoring and investigation in 
order to control the inherent risk fraud produces. Prepaid employs both internal and external 
fraud tools to protect both the client and the cardholders. Transactions are passed through 
numerous velocity and fraud checks in real time prior to approval. Prepaid Fraud Operations 
communicates with industry groups, issuers, program manager and gateway partners on a 
regular basis to discuss current trends and strategy to best utilize fraud prevention tools to 
protect cardholders, merchants and issuers and U.S. Bank from potential financial exposure 
and loss. Prepaid deters, detects, mitigates and prevents fraud system wide via many host and 
gateway settings and tools, minimizing potential losses and making the prepaid programs 
unattractive to fraudsters. 

Alerting the Cardholder to Fraudulent Activity 
When a fraud prevention rule detects a potential event, the call center attempts to contact the 
cardholder and verify the suspicious transaction. If the cardholder confirms that the 
transactions were fraudulent the agent takes the cardholder through the process of filing a 
dispute. 
 
Our guideline is to maintain the industry standard False/Positive Ratio. This ratio is a 
measurement of the effectiveness of individual fraud prevention rules that provides results into 
how many cardholders were declined with legitimate and fraudulent transactions when a rule is 
triggered. 
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Liability 
U.S. Bank, not the cardholder nor the State, will be responsible for investigating and resolving 
fraudulent card use such as an unauthorized purchase or withdrawal. When a cardholder calls 
customer service to report their card lost or stolen, the CSR will disable the current card and 
order a replacement card, which will be mailed to the cardholder in two business days. When 
the recipient receives and activates their new card, the balance is automatically transferred from 
the old card, making it available as soon as the new card is placed into service. A provisional 
credit for the lost amount will be applied in accordance with Regulation E. 
 
The cardholder has various tools to monitor card activity, including text and email transaction 
alerts, and automatic notification of a PIN or address change. The only possible liability a 
cardholder may have is if they fail to notify U.S. Bank of suspected fraud in the prescribed 
timeframes as detailed in the Cardholder Agreement. Per the Cardholder Agreement, 
cardholders have specific time frames to report unauthorized purchases or withdrawals.  

Provisional Credits 
Our current program allows provisional credits for fraud disputes if the following conditions 
are met: 

▪ The written documentation (either the completed dispute forms or written confirmation) 
MUST be received within 10 business days from the date we received verbal notification 
(date of the call when the dispute was initiated).  

▪ Investigation into the dispute was not completed within the 10 business day time frame. If 
the investigation was completed and the dispute was found to be valid, permanent credit 
will have been given to the cardholder. 

 
If the fraud department determines that the dispute is not valid, cardholder will receive a 
dispute resolution letter explaining why. They will also place notes on the account. 
An expedited dispute process is in place and coordinated between U.S. Bank’s Prepaid Fraud 
Operation and Financial Operation Departments on cases that have been researched and fraud 
has been confirmed. 
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j. Do the cards expire? If yes, in what period of time? 
 
Yes. Our standard card expiration for ReliaCard is three years. Replacement cards are reissued at 
no charge, assuming the account is still active. 
 

k. Does your Firm offer any mobile applications for cardholders to view balances or 
locate in- network ATMs? Is there a cost? 
 
Yes. For convenient access at any time, the mobile app provides the same features and 
functionality available as the online website. Cardholders can proactively check their account 
balance, receive automatic alerts and view mini-statements on-the-go. 

Innovative Mobile App Provides Flexibility On-the-Go 
Using our mobile banking app, cardholders will be able to manage their funds at any time of the 
day, whether at home or at their favorite coffee shop. Our flexible, convenient mobile app allows 
cardholders to complete the tasks that are most important to them, including viewing their 
balance, paying bills and transferring funds to other accounts. To give cardholders greater 
consistency when transitioning between the online website and the mobile app, the majority of 
tasks available on the website are also available via the app. A complete list of tasks cardholder 
can complete via the mobile app include: 
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All functionality associated with the app is free to the cardholder. 
The app can be easily downloaded for free in either Apple or 
Android formats for cardholders to use on smartphones, tablets 
or other compatible devices. Since those two platforms are the 
primary platforms of choice for mobile devices, the vast majority 
of your cardholders will be able to easily download our app to 
their device of choice. 

▪ View balance 

▪ Bill payment services  

▪ View transaction history 

▪ FAQs 

▪ Text/email alerts registration 

▪ Contact us 

▪ “In-network” ATM locator 

Sample U.S. Bank Mobile App Images 
 

 
 

l. How can the State agencies pay recipients that have lost their cards and have not yet 
received replacement cards (emergency payments)? Will balances from the lost/stolen 
cards be automatically transferred to the new cards? 
 
When a cardholder calls customer service to report their card lost or stolen, the CSR will disable 
the current card and order a replacement card, which will be mailed to the cardholder in two 
business days. They can elect to have the card sent with overnight delivery, reducing the amount 
of time required to receive their new card. When the recipient receives and activates their new 
card, the balance is automatically transferred from the old card, making it available as soon as the 
new card is placed into service. 
  
To receive an immediate replacement, the State could consider the use of instant issue cards. A 
supply of cards could be held with an authorized program administrator who can provide the 
recipient with a sealed card packet from the instant issue card inventory. The recipient would 
then call customer service to report the loss of the original card and register the new one. After 
the recipient’s identity is verified with a series of security questions, the missing card will be 
deactivated and the new card activated. Upon activation, our platform will link the new card 
number to the cardholder’s existing funding account number. 

KEY POINT 

Our mobile app 

provides cardholders 

a flexible, 

convenient solution 

to manage their 

funds anytime, 

anywhere. 
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We are also developing and evaluating several options for emergency cash replacement to assist 
cardholders who need funds while they wait for a replacement of a lost or stolen card, including 
the use of digital cards. 
 

m. What type of online reporting is available to cardholders? 
 
All ReliaCard accounts are setup with itemized detail of their most recent transaction and online 
monthly statements via the ReliaCard program website. If a cardholder prefers monthly, paper 
statements to be mailed, they must opt-in for paper statements via the ReliaCard program 
website. 
 

 
 

n. How many months of previous account statements are available to cardholders 
online? 
 
Within the cardholder website, they can view current month activity plus the prior 24 (closed) 
months, allowing them to access 25 months in total. Cardholders have the option to select a 
range of dates, up to three months in duration, for sorting and printing special reports. 
 

o. How is returned mail (monthly statements, promotional information) handled? 
 
In the case of a returned card, our card production staff scans, processes and records the 
returned mailing in our central database and it is reported on the next day’s Card Account Detail 
report, which is available on the administrative portal for administrators to view at their 
convenience. Based on our security and red flag validation check policies, our card production 
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staff does not auto correct the address information and re-send the card, since it would by-pass 
these security requirements. Cardholders are asked to update their address by contacting 
customer service directly and requesting a new card be sent to them. For all addresses received 
from by customer service or by the State, our systems will then be updated via a daily 
synchronization file. In addition, following this process helps ensure the address change creates a 
long-term correction to the database instead of for a single mailing, which would occur if the 
address was adjusted only at the point of card production. 

Card Account Detail Report 

 
13. Issuance 

a. Please describe options for automatic enrollment of individuals to the stored value 
card. Is there any forms or documents that need to be completed, signed or 
acknowledged by the cardholder? 
 
We do not require any special forms or document to be signed by the cardholder when electing 
to receive their benefits on a prepaid card. To ensure your new cardholders have prompt access 
to their funds, the State will send us enrollment files on a daily basis. We provide both a secure 
online web-based enrollment process and a secure batch file enrollment process that the State 
can elect use to enroll participants.  

▪ Batch File Transmission via SFTP or other transmission formats—Batch file 
enrollment allows you to compile new account information for as many cards as necessary 
and transmit the information in one file to U.S. Bank.  

▪ Data Entry via Secured Administrative Portal—Select staff will be given secured access 
to this interactive, web-based enrollment and search tool for both new account enrollments 
and account updates. Enrollments completed through the secure web-based tool occur in 
real-time. 

 
Using a daily enrollment and maintenance method allows the State to compile new account 
information for as many cards as necessary and transmit the information in one daily file. 
Immediately upon receiving the State’s enrollment file, we create a new card account for each 
record in the file and provide the account number back to the State with the enrollment 
acknowledgment file. This allows the State to begin funding the cards immediately (even the 
same day on newly established accounts). 
 

b. What information is required for each individual card? Is the recipient required to 
provide their Social Security Number, physical address, date of birth, telephone 
number, other? 
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U.S. Bank has established processes for the State to receive and send enrollment files, and update 
account information on a daily basis. Using a daily enrollment and maintenance method allows 
the State to compile new account information for as many cards as necessary and transmit the 
information in one file to U.S. Bank. Once a new account enrollment file is received from your 
agency, a new card account is created for each record in the file, then individual account 
numbers are created and provided back to the State in the enrollment acknowledgment file. 

 
Information required for the daily enrollment file includes: 

▪ First name 

▪ Last name 

▪ Address line 1 

▪ City 

▪ State 

▪ Country 

▪ ZIP code 

▪ Date of birth  

▪ Social Security number or unique identification number 
 
Additional elements may be incorporated if the State agency requires. 
 

c. If a Social Security Number is required, can an Individual Taxpayer Identification 
Number (“ITIN”) be substituted? 
 
Yes. We are able to accept an alternative unique identification number such as Individual 
Taxpayer Identification Number (ITIN). 
 

d. Can cards be mailed to a recipient’s P.O. Box address as long as they have provided a 
physical address during the application process? 
 
A P.O. Box is acceptable as a contact mailing address for initial or replacement cards sent via 
standard mail. However, please note that cards cannot be expedited to P.O. Boxes. 
 

e. How quickly will the recipient receive their card once it is mailed? 
 
Once the acknowledgement file is sent back to the State, the enrollment file is sent to card 
production. All cards are created and sent to the cardholder at no cost to the State or cardholder. 
Each card enrollment file is processed and mailed within two business days of receiving the 
enrollment file (based on the file being received by 8 a.m. ET on the first business day). Cards 
are sent via first-class mail through the U.S. Postal Service. Our current card fulfillment provider 
is a USPS hub, which helps to ensure prompt delivery of cards. Total delivery time via the USPS 
is typically three to seven days from the mailing date. Over the last six months, we have averaged 
a success rate of greater than 99.7 percent in mailing cards within two business days. 
 



 

U.S. Bank State of Delaware TRE18101-BANKINGSVC 180 
 

 
 

f. Does the program allow for immediate on-site issuance and load of cards? If so, 
describe the process to maintain and secure an inventory of cards. 
 
Yes. During implementation we can establish an instant issue program. Using this card 
distribution option, you will maintain a supply of instant-issue card inventory at your office(s). 
Since our administrative portal allows for real-time access to new account enrollments, funds can 
be loaded on instant issue cards immediately after enrollment/registration is completed on the 
administrative portal.  
 
If there is a need for immediate funding, we provide the flexibility to do so using a prefunded 
adjustment account, which is essentially a prepaid account for the State. The adjustment account 
can be used for several purposes, including reversing an incorrect or overpayment, and 
immediate funding requirements. Using this account, transactions are facilitated through our 
administrative portal using a real-time card-to-card transfer. There is no cost for this transaction 
from U.S. Bank. 
 

g. If instant issue cards are an option, what is the minimum quantity instant issue cards 
can be ordered? Does the program monitor the remaining inventory of instant-issue 
cards and initiate an order when the inventory level reaches a certain threshold? 
 
We do not set minimum quantities on instant issue cards. During the on-boarding process,  
U.S. Bank will work with the State to determine the appropriate number of instant issue cards to 
have as on-hand inventory. The administrative portal has an automated card inventory 
management feature that allows you to manage card inventory at your distribution locations and 
set various reorder thresholds depending on the location’s volume, number of recipient, new 
hires, terminations and off-cycle payments. When thresholds are met, the system automatically 
delivers additional inventory using your preferred carrier(s) and existing (negotiated) shipping 
rates. Alternately, we will ship the State 2nd day air (free of charge) to a central location. The 
portal is simple to use and complete training will be given to all authorized users. 
 

h. Will the State have access to issue cards online 24/7? If no, what are the hours/days of 
access? 
 
Yes. Using the administrative portal, the State will be able to issue cards 24/7. 
 



 

U.S. Bank State of Delaware TRE18101-BANKINGSVC 181 
 

 
 

 
 

i. If the State transmits a NACHA file to its cash management bank with an effective date 
of Friday, how quickly will funds be available? 
 
Prepaid cards are primarily funded through the NACHA-approved ACH PPD entry class code. 
Card funding can be included in the direct deposit process currently used by the State allowing 
you to treat prepaid card accounts the same as regular checking or savings direct deposit 
accounts. Timing of the receipt of the ACH file for processing and loading of cards is subject to 
the identical funds availability timeframes and process as funds sent to a traditional checking and 
savings account via direct deposit. The date and specific time that the funds will post to a 
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cardholder’s account depends on the parameters of your ACH funding process as well as each 
file’s requested effective date.  
 
Our processing system processes incoming ACH files based on the funding windows outlined 
below. If a new file is present and the processing time stamp on the file is in the past, the file will 
be immediately processed. If the processing time stamp on the file is in the future (defined by the 
effective of your ACH file), the file will be moved to a separate folder to be processed at the 
specified time, which is rechecked/processed every 15 minutes. 
 
In this case, the timing of how quickly will funds be available is contingent upon the time 
requirement contained in your ACH file. 
 

Current Funding Windows 

Date ACH File Received Time ACH File Received 
Funds Processed and 

Posted to Card Account 

Sunday No Transmissions 

Monday - Friday 

1 a.m. ET 1:30 a.m. ET 

3 a.m. ET 4 a.m. ET 

6 a.m. ET 6:30 a.m. ET 

9 a.m. ET 9:30 a.m. ET 

5 p.m. ET 5:30 p.m. ET 

Saturday 
1 a.m. ET 1:30 a.m. ET 

2:30 a.m. ET 3 a.m. ET 

 
j. If the State issues a Same Day ACH to the card, how quickly will funds be available to 

the cardholder? 
 
The date and specific time that the funds will post to a cardholder’s account depends on the 
parameters of your ACH funding process as well as each file’s requested effective date. 
 

k. Are written materials provided that can be used by recipients on the proper use of the 
cards? 
 
Yes. After you send us a completed enrollment file, your cardholders will receive a welcome 
packet that includes their new card and various educational materials. The card package currently 
includes a welcome brochure, a privacy pledge, a cardholder agreement and a card carrier that 
provides key information on ATMs, fee schedules, customer service details and more. All 
materials can be distributed as bilingual in both English and Spanish at the State’s request, and 
they are designed to be easily read and understood by the general public.  
 
During implementation, the state agency will have final approval of the instructional materials 
provided with the card. 
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l. If a recipient’s name is misspelled on the original card, can the State make this change 
in the system without automatically reissuing a new card? 
 
Yes. Though the administrator portal, changes can be made to a cardholder’s account. If the 
cardholder doesn’t have a personalized card it will not need to be reissued, however; if their 
name is on the card, the card will be reissued. The card will be reissued and mailed at no cost to 
the cardholder. 
 

m. How quickly will the Firm be able to make data changes, such as name and address, of 
cardholder data that is transmitted by the State or State Departments? 
 
We routinely update our system through the use of a daily synchronization files. 
 

n. Will the Firm be able to provide a list of cards returned by the U.S. Postal Service as 
undeliverable? 
 
Yes. In the case of a returned card, our card production staff scans, processes and records the 
returned mailing in our central database and it is reported on the next day’s Card Account Detail 
report, which is available on the administrative portal for administrators to view at their 
convenience. 

Card Account Detail Report 
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C. New Services & Ideas 

1. Describe any new services or ideas that will enhance the State’s use of a stored value 

card program. 

 
In order to provide cardholders with a wide variety of value-added solutions and to stay in tune with 
the rapidly changing digital market trends, U.S. Bank continually invests in our solutions to bring the 
most up-to-date services and technology to the marketplace. In evaluating the government benefit 
payment landscape, we see numerous changes coming within the next 24 to 36 months. Rapidly 
changing technologies are transforming how cardholder access card information and are improving 
how cards can be used for purchases. Benefits recipients with and without traditional bank accounts 
will be able to receive payments safer and more efficiently. Utilizing our innovations and 
development teams, U.S. Bank will partner with the State on the forefront of these digital payment 
methods.  
 
Changes like these don’t happen overnight. However, U.S. Bank is in a unique position in the 
industry to bring your recipients the best possible service and cardholder experience. We are always 
on the cusp of introducing several enhancements to our card program. Below we have outlined a few 
of the solutions we have on our short-term roadmap to provide additional depth to clients and 
cardholders who utilize our solutions, many of which your cardholders will enjoy over the course of 
this contract.  

▪ Emergency Cash Replacement—We are developing and evaluating several options for 
emergency cash replacement to assist cardholders who need funds while they wait for a 
replacement of a lost or stolen card, including the use of digital cards.  

▪ Online Dispute Form—Will enable the cardholder to identify non-authorized charges from 
their transaction summary on our website and auto-populate a dispute form with the entry, 
allowing them to quickly and effectively submit written disputes in a timely manner. (Coming 
2018*) 

▪ Continuous Mobile App Alerts and Cardholder Notifications—Our cardholder experience 
is continually evaluated for new text and email alerts that will aid cardholders in remaining aware 
and informed of account activity. Notification messages through the mobile app are being added 
to alert cardholder to account changes (such as a new app available for download).  

▪ Call Center Chat—We are currently evaluating functionality to provide the cardholder the 
ability to log into the website and initiate an online chat session with a CSR.  

▪ Increased Cardholder Financial Literacy Tools—Links to the U.S. Bank Financial Genius 
website to aid recipients in financial education. (Coming in 2018*) 

 
*Please note that some of these enhancements are in the pre-development stage and may or may not be implemented as 
we examine factors such as cost and the needs of our cardholders. 

 
2. Provide any additional information your Firm believes to be pertinent to your ability to 

provide this service but not specifically requested elsewhere in this RFP. 

Being a Single-Provider Solution Enhances our Flexibility to Customize to Your Program’s 
Needs 
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As a key differentiator among prepaid card providers,  
U.S. Bank is the only provider in the nation to maintain 
management and sole ownership of our prepaid operation, 
including the issuing bank, program manager and 
transaction processing functions. Bringing all functions 
under one management team saves us money, and we pass 
those savings onto you with our superior program offerings 
and low/no fees for your cardholders. In this way, our 
relationship goes beyond that of just a provider and a client, 
and becomes a true partnership that benefits all parties 
involved. As a result, the State will experience better 
communication, higher efficiency and lower program costs. 
The U.S. Bank business model clearly indicates a full-out, long-term commitment to the industry and 
to providing the State with the absolute best in prepaid debit card solutions. 
 
The advantage of our simplified solutions is that there is no dependence on specific government 
agency processing platforms. The key is the flexibility of our FSV processing platform which 
interfaces directly with your current processes. Across our large base of state agency clients, we have 
a wide variety of integration options where the state agency has selected the specific level of 
integration that works best with their own processing systems. We look forward to the opportunity 
to dive into more detail with your project team and answer all your questions. 
 

3. Provide any ideas or suggestions your Firm believes could improve the State’s stored 

value card program(s). Specifically, 

(a) issuance of cards and providing customer service to card recipients,  

 
Yes. Instant issue cards can be kept at your administration offices for immediate issuance and 
funding. Our instant issue cards have the exact functionality as a personalized card. Since 
transactions are not limited in any way, cardholders often use the instant issue card permanently. 
Although cardholders can request a personalized card at any time by calling customer service and 
there is no charge to the cardholder for upgrading to a personalized card.  
 
We will work with the State’s team during the onboarding process to determine the correct number 
of instant issue cards to have on-hand and train your staff in using our portal to manage or adjust 
card inventory. 
 
(b) new services that will benefit the State,  

 

As we introduce new services to our cardholders and clients, as noted in our roadmap advancements 
above, they are available to the State. A few our recent program additions include: 

▪ New Cardholder Alerts—Three new email/text alerts include a transaction threshold amount 
alert, a card-not-present alert and an international transaction alert. These alerts are available in 
both English and Spanish. (Launched in 2017) 

▪ Expansion of Spanish Support—We provide the entire cardholder experience in both English 
and Spanish. This includes readily available Spanish versions of our: 

• Cardholder website 

• Text and email alerts 

• Customer service (IVR and CSR assistance) 

• Card welcome package 

• Mobile app 

• Bill pay web page 
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• Monthly statements 

• All written correspondence with the cardholder (including the dispute process) 
 
These enhancements have been well-received by our cardholders and will reflect positively on the 
State’s program. 

 
(c) services the State could discontinue or replace, and  

 

Expansion of the use of the ReliaCard program could allow the State to discontinue checks for 
payroll, pension, personal income tax, foster care, and unclaimed property. We would be happy to 
share instances and best practices from our other state agency clients who have made this type of 
change. 
 

(d) implementing best practices. 

 
Our implementation process takes into consideration the important aspects of your program that will 
help ensure a smooth introduction for cardholders and incorporates best practices defined by our 
experience and industry standards. From the very beginning of the implementation process, we will 
rely on careful documentation to create the core framework and foundation of our implementation 
process. We build on that foundation by capturing the detailed requirements of your program and by 
exploring key workflows so we can better understand the impact of our recommendations on both 
your systems and ours.  

Customizing the Implementation Framework and Clear Communication Help Ensure 
Success 

 

 
 

We use this structure to build out the appropriate action items for all aspects of the implementation: 
technical integration, communications and training. The steps involved in each of these areas are 
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outlined below. Guided by the team’s collective knowledge, we will collaborate with you to tailor a 
plan to your specifications that meets your needs, allows us to collect the information our systems 
require, and helps you achieve a timely and effective implementation. As we discuss your needs and 
carefully listen to you, this model becomes a fully evolved plan that meets the needs of all parties 
involved. Our main goals are to assure your team that their programs are providing claimants with 
cards in a timely manner, are appropriately funded and work as intended. 
 
We also concern ourselves with the needs of your constituents enrolled in the ReliaCard program 
and their everyday experience from day one. Our implementation process takes into consideration 
the important aspects of your program that will help ensure a smooth introduction for cardholders. 
We work to ensure they receive cards promptly and that funds are available for use immediately after 
they are posted to the account. 

 
D. Implementation / Conversion 

1. Provide a detailed conversion plan for transitioning the State’s existing stored value card 

program to your Firm. Include the estimated length of time for the transition and the 

amount of effort required by the OST’s staff. 

Using a Flexible Implementation Framework Creates the Right Sequence of Events to 
Ensure a Successful Launch 
Government disbursement program implementations typically require between 12 and 16 weeks 
from start to finish. That timeline can be greatly influenced by program parameters, level of internal 
engagement and the level of technical integration required. We take all these factors, and more, into 
consideration when formulating the formal project plan. An outline of our implementation 
framework is illustrated below.  
 
When we begin our discussions with your team around the 
implementation of your prepaid program, we will formulate 
a plan to effectively communicate a change in card 
providers and market the program to your recipients. Over 
the past three years, we have implemented numerous state 
child support and unemployment insurance programs. Our 
transition experience includes large state clients such as 
Texas Workforce Commission, Pennsylvania Department of 
Labor, Louisiana Workforce Commission, Louisiana 
Department of Children & Family Services and Washington 
State Department of Child Services. U.S. Bank is highly 
skilled and experienced at guiding our state partners through 
a prepaid card provider transition.  
 
Your onboarding manager, Abby Kutschied, in collaboration with our experienced marketing team, 
will work closely with you to develop strategies making sure your existing cardholders are aware of 
the change in providers. This phase is crucial to help ensure the success of your program, as is the 
process by which future enrollees will be told of their options for receiving their disbursements. 
Whether your current process includes posting announcements on the State’s website, providing 
information as part of the initial benefits application, or another way, we can work with you to help 
you update your materials with ReliaCard details. Our team will work with you to develop any 
necessary communications you need for outside parties (e.g., caseworkers, agency employees, etc.) 
who may be involved in working directly with your recipients enrolling in the ReliaCard program.  
 
Furthermore, if the State wants to update your marketing materials during the contract period, we 
can work with you to complete the project and secure any necessary approvals. 

KEY POINT 

ReliaCard informational 

campaigns target current 

cardholders to streamline the 

transition process, and 

provide future enrollees with 

the information they need to 

receive their disbursements.  
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Ensuring Current Cardholders are Comfortable with a Change in Providers 
In order to help ensure your current cardholders experience a smooth transition to the ReliaCard 
program, we will distribute two letters to cardholders alerting them of the change prior to the first 
funding date. We will also work with you to post alerts on the State’s website.  
The letters your cardholders will receive include: 

▪ Communication of change—U.S. Bank will send this letter out approximately 45-60 days 
before the new ReliaCard program launches. The letter will alert cardholders that the State 
agency will soon be switching from your current provider to the U.S. Bank ReliaCard, and to 
watch for additional information prior to receiving their new card. We will prepare the letter and 
send it to your team for approval. Once approved, we will coordinate its distribution based on an 
enrollment file of cardholders you send to us.  

▪ Cards are on the way—Approximately three weeks before the first ReliaCard funding date, we 
will send another letter alerting cardholders that their card is on the way. The letter will let them 
know when the State agency will stop funding their old card and start funding the ReliaCard. It 
will also instruct them that they can continue to use their old card until the balance reaches $0, 
and remind them to update any auto-payments to the new card account. 
 

2. Based on the State’s implementation expectations provided in Section II. Background, 

how would your Firm work with the individual State agencies to transition this service to 

your Firm? 

Keeping Your Team Informed: Communicating Effectively 

1. Customize the Project Plan with Details Affecting Your Programs Operations 
To keep all impacted parties focused on the end goal – a successful, on-time launch of your prepaid 
program – our onboarding project manager uses a project plan to guide them through each task and 
keep the project on schedule. The project plan provides a big-picture illustration of key project 
milestones and timeframes, roles and responsibilities for both our team and yours, and the 
completion status of individual project tasks. As a living document, individual tasks can be adjusted 
during implementation as mutually-agreed upon. A Retail Payments Solutions Sample Project 
Plan is included in the Exhibits Section and a portion is illustrated below. 
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Sample Project Plan 

 

2. Weekly Communications – Careful Monitoring and Communication Keep Your Program 
on Track 

Knowing that regular communication is critical to success, we don’t stop once the initial plan is in 
place. We recommend that you follow our best practice of scheduling regular weekly meetings with 
your team. These regular touch points help ensure that our teams remain in sync and keep you 
informed each step of the way. The onboarding project manager will discuss what is occurring each 
week and who is responsible for completing each upcoming tasks. We also schedule supplemental 
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meetings with additional working teams from technology, marketing, etc., to ensure all aspects of the 
program are being addressed and are well prepared for the program launch.  
 
To ensure everyone is kept up-to-date, we distribute a weekly summary document after each core 
team meeting. This high level snapshot of the project’s status is sent to anyone involved in the 
implementation, from IT to marketing, so they can see at-a-glance how the project is progressing, 
even if they are not directly involved in a particular stage of the implementation. Our clients have 
found that this type of documentation to be highly informative for key stakeholders, as it helps 
maintain consistency and communication across the project working teams, and it helps identify and 
address any areas of potential risk more effectively.  

Weekly Communications – Implementation Status Summary 
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Our goal in the implementation and subsequent management of the program is to take on the vast 
majority of the card implementation burden in order to free up the State’s resources. Our streamlined 
implementation process allows us to define program requirements in a few meetings with your team. 
In addition, our training sessions prepare your staff to efficiently handle all ongoing activities. The 
responsibilities of your team are outlined in the chart below. 

 

The State’s Support Team 

Role Responsibilities 

Program Administrator ▪ Collaborate and assist U.S. Bank in program 
implementation and testing. 

▪ Manage enrollment files sent to U.S. Bank. 

▪ Manage ACH funding of cards. 

▪ Monitor program performance and reporting. 

IT staff Collaborate with U.S. Bank in developing the necessary file 
format. 

Legal Counsel Remains actively involved in the contract negotiation and will 
act as a “mirror” to our own dedicated prepaid legal counsel. 

Marketing Support ▪ Discuss client's communication channels available to 
promote card program 

▪ Distribute marketing materials or communications through 
appropriate channels 

▪ Update website information/content where applicable 

▪ Provide approval and/or direction on marketing materials 
provided by U.S. Bank 

 
3. Who will be responsible for coordinating the transition? If a conversion team is used, 

how will the State’s account be transitioned to the ongoing client service team? 

 
Accurate communication with the State is a fundamental aspect of our program management 
philosophy. Therefore, we use an integrated approach to support your team. From the very start of 
your program you will work directly with a dedicated relationship manager, Kelli Keller, who is well 
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supported by technical and operations specialists, and an 
experienced onboarding team led by Abby Kutschied. By 
taking a team approach to your program, we ensure our 
relationship manager has the right information and resources 
to manage and guide you through all aspects of 
implementation and throughout the contract period. From 
initial contract discussions through card funding, to routine 
card enrollments and program enhancements, the State will 
have the support you need for success.  
 
The project manager during the implementation period will be Abby Kutschied. As your primary 
point of contact, she will also work closely with your team from the initial kickoff call, collaborating 
with internal U.S. Bank personnel and the State staff to ensure your program has the resources and 
attention required to ensure a timely and successful implementation. 

 

Name and Title Role Responsibilities 

Abby Kutschied 
Assistant Vice President, 
Onboarding Project Manager 

Implementation Assists the State with all implementation steps, keep both 
teams informed and coordinates technical integration. Her 
efforts ensure the program is implemented on time.  

Chris Fore 
Vice President,  
Client Onboarding Team Lead  

Implementation  Ensures all programs are implemented and user 
acceptance testing is completed prior to the go live date. 
His team also reviews best practices for prepaid programs 
to help ensure each program operates as expected.  

Note: Personnel assignments may change during the normal course of business. 

 
4. How are implementation managers or implementation teams assigned (i.e. availability, 

geographically, complexity of the transition)? 

 
Implementation managers are assigned based on the complexity, then the availability of the 
implementation managers. 
 

5. Indicate the Firm’s plans for initial and ongoing education and training of OST and State 

agency employees in the use of your Firm’s systems. 

 
Training Your Staff—Setting the State Up for Success 
In order for your program to reach its maximum potential, your team needs to understand how to 
use the tools required to run it effectively. Our onboarding project manager will schedule web-based 
administrator training sessions where we walk your team through navigating and using the 
administrative portal. This training includes how to fund your cards, create enrollments, search for 
cardholders, select and generate reports, and how to establish users and define approval permissions, 
etc. Our training approach also includes collaboratively assessing your programs transition 
communication and marketing needs. We will assist you in developing the optimal marketing and 
educational campaign strategy and developing the necessary collateral to inform and educate your 
constituents about their prepaid card.  
 
As one of the most critical components of your onboarding process, the State will 
experience a streamlined approach to training that equips your administrators with the 
resources they need for effective program management. The onboarding process 
starts with an introductory call in which we work with your team to understand your program and to 
discuss recommendations such as program timelines, high level communication strategies and 
applying industry best practices. Next, we will conduct an administrator training call where we walk 

End-to-End Support:  

Our training approach walks 

you through all the steps you 

need for successful program 

management. 
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your team through navigating and using the administrative portal. This training, led by your 
implementation manager, Abby Kutschied, instructs you in how to search for cardholders, select and 
generate reports, how to fund your cards, create enrollments and user approvals, etc. These 
interactions provide your program managers with the knowledge they need to get the program off 
the ground and train additional administrators.  
 
If you need additional support to train new administrators after your program has been launched, we 
are happy to provide you with our most-up-date instructional guide to facilitate internal training. 

Sample Training Agenda 
 

 
 
Please refer to the Exhibits Section for a copy of our Training Manual.  

 
6. Identify potential issues and risks to the State’s implementation of stored value card 

services. Identify the appropriate steps to avoid or mitigate these risks. 

 
In our experience the success of a new prepaid card program depends primarily on how engaged the 
key players are at both organizations, yours and ours. U.S. Bank has established processes in place to 
work towards an on-time program launch, and our support team is highly experienced in addressing 
the complexities that could potentially slow the implementation.  
 
We work collaboratively with our clients to understand their unique environment and recipient 
payment trends. Based on this knowledge, we can assess and analyze program marketing needs and 
develop a strategy to prepare the necessary collateral components to deliver a successful marketing 
and educational campaign. Without this collaboration and sharing of knowledge across our 
organizations, it is highly unlikely that the right mix of promotional/informational material will be 
available to promote adoption of the prepaid card option. 
 
Ensuring proper testing is completed to the fullest extent during implementation is also essential to 
an error-free launch and must be allocated sufficient time. Some clients elect to forgo portions of the 
testing in order to save time and implement faster, but any potential savings may be eliminated if you 
have to go back and resolve issues after the fact. 
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7. Describe the post implementation support that will be provided for the State. Include the 

philosophy and approach to providing the technical and functional post implementation 

support requested and identify the resources it would make available to the State to 

provide this support. 

 
Providing Business and Event Updates as well as Program Guidance  
Regardless of the situation, your relationship manager Kelli is always available to help. Serving as 
your key program advisor for strategic program support, she is committed to advocating for you and 
providing you with the resources you need to help ensure your program’s success. Primarily, she 
assists with:  

▪ Discussing contractual concerns 

▪ Facilitating discussions around new business opportunities 

▪ Acting as the point person on escalations (either technical or service-related) 

▪ Communicating new product developments and industry changes 

▪ Coordinating unique reporting needs 

▪ Conducting business reviews (at a minimum annually, more frequently as mutually-agreed upon) 

▪ Maintaining an ongoing dialogue over issues and opportunities associated with the program 
 
Depending on the nature of the request, Kelli will either discuss it with you directly or put you in 
contact with the appropriate U.S. Bank team member(s). She will assist in facilitating escalations 
through the client support team as necessary. Finally, you can expect that Kelli will schedule regular 
meetings with you to stay in contact, address any upcoming program modifications you may be 
planning and to make sure your program is running smoothly. Ultimately, her goal is to make sure 
you always have the information you need to make key program decisions, stay on top of industry 
trends and oversee all strategic aspects of your program.  

 
E. Pricing 

1. Fee Structure - Describe any fees incurred by the State, including: 

a. Card issuance fees 
b. Card funding fees 
c. Administrative costs 
d. Software (lease purchase, installation, training, customization) 
e. Standard reports 
f. On-going technical assistance 
g. Related training 

 
As listed above, there will be no fees incurred by the State. Please refer to the Pricing found in the 
Exhibits Section for further details. 

 
2. Fee Structure – Describe any fees incurred by the Cardholder including: 

a. How many free withdrawals per month can a cardholder get from your Firm’s ATM 
network or from a surcharge free ATM? 
 
Cardholders can get unlimited free withdrawals per month (up to the daily velocity limits) from 
U.S. Bank, MoneyPass and Allpoint ATMs. 
 
To reduce the likelihood of fraud on cards, we set daily limits at POS, ATMs and bank tellers. 
Standard velocity limits are noted in the chart below. We will work with each State agency to 
define velocity limits for the program.  
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If these limits are exceeded, cardholders would simply be declined for the transaction and would 
not be imposed a fee. If a cardholder is declined when trying to make a withdrawal, they can call 
customer service number and have the limit temporarily lifted to complete the transaction. 

 

Prepaid Card Limits 

Transaction Limits Count Amount 

Maximum Card Balance N/A $40,000 

Purchases (includes cash back) 20 per day $4,000 per day 

Teller Cash Withdrawal 5 per day $5,000 per day 

ATM Withdrawal 5 per day 
$1,525 per day 

$1,025 max transaction 

Loads or Deposits 10 per day $20,000 per day 

Signature-based POS returns 4 per day N/A 

Pending ACH Credits 5 per day $5,000 per day 

ACH Loads 5 per day $20,000 per day 

 
b. Will the cardholder be charged any point-of-sale (POS) fees for pin-based 

transactions? 
 
No.  
 

c. Will the cardholder be charged for any POS fees for signature based transactions? 
 
No.  
 

d. Will the cardholder be charged for bank over the counter transactions? 
 
No.  
 

e. Will the cardholder be charged any monthly account fees? 
 
No.  
 

f. Will the cardholder be charged monthly paper statement fees? 
 
No. All ReliaCard programs can be setup according to client requirements for delivery of 
monthly statements. Based on cardholder and government client feedback, we configure our 
ReliaCard programs to provide monthly statements online via the ReliaCard website. Monthly 
statements are also available through our mobile banking app, where cardholders can access 
“mini statements” that show standard statement data on a smaller scale and time period. If a 
cardholder prefers paper statements, they can print them from the cardholder website or they 
can opt-in to have paper statements mailed via the ReliaCard program website at no cost. 
 

g. Will the cardholder be charged balance inquiry fees? 
 
There are numerous ways for a cardholder to get their account balance without incurring fees, 
including: mobile banking app, cardholder website, IVR, text, and live customer service In 
addition, they will not be charged a balance inquiry fee when using in-network ATMs. However, 
there is a nominal fee when using out-of-network ATMs.  
 

ATM Transactions 
U.S. Bank ATM 

Cash Withdrawal 
$0 

Balance Inquiry 
$0 
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MoneyPass ATM 
Allpoint 

Other ATM 
International ATM 

The owner of any Non-U.S. Bank or Non-MoneyPass 
ATM may assess an additional surcharge fee for any 
transaction that you complete. 

$0 
$0 
$2.00 
$3.00 
 

$0 
$0 
$1.00 
$2.00 

 
h. Will the cardholder be assessed a fee for calling the customer service center? 

 
No.  
 

i. Will lost cards be replaced at no charge for standard delivery? 
 
We are proposing unlimited free standard delivery on replacement cards.  
 

j. If the cardholder requests for an expedited replacement card, what is the fee? 
 
The Expedited Delivery fee is $12. 
 

k. Detail all other fees that could be charged to cardholder. 
 
Our complete fee schedule for the State’s cardholders is included below. 
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3. Complete the schedule of fees provided in Attachment 4. 

 

Please see completed document in Attachment 4. 
 

F. Disaster Recovery 

1. Are there any disaster recovery plans specific to this component that are not outlined in 

the Disaster Recovery plan requested in Section V.A. Tab K? 

 
U.S. Bancorp prepares, regularly updates, and tests its business continuity, application recovery, and 
disaster recovery plans on an annual basis to support the business needs. In addition, key mission 
critical applications are exercised on a quarterly basis. Plans include key plan emergency and crisis 
response information, employee communication, alternate site requirements, recovery management 
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and processes, and site-specific checklists. Recovery plans are reviewed annually at a minimum or as 
changes occur. 
 
The mission of the U.S. Bank Business Continuity Program is to establish and support an ongoing 
business continuity and 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. Bank can recover its mission-critical functions and applications, thereby 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), the 
Office of the Comptroller of the Currency (OCC), the Financial Industry Regulatory Authority 
(FINRA) and the Office of the Superintendent of Financial Institutions (OSFI). In addition, 
U.S. Bank has met all recovery criteria as prescribed by the Interagency White Paper on Sound 
Practices to Strengthen the Resilience of the U.S. Financial System. 
 
The U.S. Bancorp and U.S. Bank NA Board of Directors approve the Business Continuity Program 
Policy annually, and key issues and status are reported to the Board and Senior Executives on a 
periodic basis. We will inform the State of our annual disaster recovery compliance annually.  
 
U.S. Bank has developed detailed business continuity plans and disaster recovery plans for the 
restoration of critical processes, applications, infrastructure and operations. U.S. Bank has dedicated 
resources to its contingency planning and disaster recovery program. Key features of our planning 
process include: 

▪ Employee safety strategies, communications and notifications 

▪ Systems and telecommunications accessibility 

▪ Alternate physical site location and preparedness 

▪ Emergency notification processes and systems 

▪ System and data backup and recovery 

▪ Pandemic and high employee absenteeism  
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Tab C: Requirement Matrix 

Complete and return the attached Requirements Matrix in Attachment 2. 

 
Requirements have been reviewed and notated in Attachment 2.  
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Tab D: Confidential Information Form 

Vendors should identify any material information that is considered confidential using the form 

of Attachment 3. Any information not within this form is automatically subject to FOIA. 
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Tab E: Schedule of Fees 

Provide a schedule of fees using the Pro Formas provided in Attachment 4 (attached excel file) 

for the Vendor’s proposed service(s). Vendors may also provide alternative fee structures 

(including, but not limited to, any fixed fee arrangements), however, these alternative fee 

structures must be in addition to the Pro Formas provided. Paper copies of proposal shall have 

this information in print, however, electronic copies MUST contain the completed excel file. 

 
Please refer to Attachment 4.  
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Tab F: Implementation Plan 

Provide a detailed implementation plan (in weekly increments and highlighting milestones) for 

each of the components being proposed. Ensure to take into consideration the information 

provided below. 

 

Implementation Approach: The State is eliciting feedback from industry experts to determine the 

best approach to implement the new banking architecture. In order to complete this statewide 

project successfully, the State favors the development of a master transition plan encompassing 

all components with all selected providers engaging and assisting the creation of such plan. The 

main objective of the plan is to reduce the risk of implementation failure by proactively assessing 

the impact to the State. It is the State’s intent to work with selected Vendors to create a 

centralized reference document that organizes relevant information needed (i.e., tasks, deadlines, 

milestones, responsible parties) for a successful implementation.  

  

Traditionally, the State has selected Vendors and performed implementations by banking 

services or products rather than clients (i.e., state agencies or organizations). The State prefers 

an implementation plan constructed to deploy services and products by client. During the 

evaluation process, the State will finalize the banking services and products menu that will be 

available to agencies and organizations going forward. The options on the menu will be based on 

best practices and allow for some level of consistency across the State. At the outset of the 

implementation project, the State and selected Vendors would identify the sequence to use when 

deploying the menu to clients.  

  

As stated in previous section of this proposal, we have outlined and described our basic implementation 
processes for each component. To better serve your needs, we highly recommend an in-person evaluation. 
Our enhanced and award-winning Working Capital DNA® engagement process will assist to better 
understand your banking needs to drive further innovation and growth. 
 
U.S. Bank continues to be the consistent, predictable and reliable solution that middle market, large 
corporate, commercial real estate, government and financial institution customers turn to for their most 
important financial and operational needs. With our industry-leading financial strength and best-in-class debt 
ratings, we are uniquely positioned to help customers grow and stay a step ahead. 
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Tab G: Exception Form 

Provide a detailed listing of any exceptions to the RFP, including all attachments and appendices 

but not including the STCs and its exhibits, using the form included as Attachment 5. Successful 

Vendors who do not take exceptions as required are deemed to have consented and irrevocably 

agreed to the terms of the RFP. 
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Tab H: Redlined Version of STCs 

Include the Redline or similar comparative version of the STCs, a copy of which is affixed hereto 

as Appendix D, reflecting all proposed changes to the STCs and Exhibit 4, Exhibit 5 and Exhibit 6 

thereto, which changes may be accepted or rejected in OST’s discretion. Successful Vendors 

who do not propose changes are deemed to have consented and irrevocably agreed to the STCs.  

 
Our proposed redline changes as reviewed by our internal legal, insurance, human resources, and IT teams 
have been noted in Appendix D and in Exhibits 4, 5 and 6. 

 
 
With regards to Exhibit 5 and 6: 
 

• U.S. Bank is not a cloud service provider, which would make Exhibit 5 and Section 4.8 Not Applicable - 
N/A  

 

• Section 4.2 as written is not something U.S. Bank can agree to as we cannot agree to blanketly abide by 
other’s policies being a highly regulated public entity. However, to the extent that the State’s policies 
align with our policies, we could agree to consistent items within our policies. 

 

• In order to have sections 4.2, 4.5, and 4.7 thoroughly reviewed and confirmed for compliance, we will 
need to engage our specialists that work on particular applicable applications/systems/environments. 
Through more in depth conversations with the State’s IT team, once we know which specific 
technologies will be being used in providing the proposed services, and all relevant 
applications/platforms, we can more thoroughly review these requirements engaging all of the 
appropriate subject matter experts. Upon scope outline we will then have the ability to provide a 
redlined version of the proposed contract language after completion of the review upon notice of intent 
to award. 
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Tab I: Financial Statements 

Provide electronic copies (no paper copies) of the last three years of audited financial 

statements. These statements shall be submitted on the electronic version of the proposal only. 

If, and only if, audited financial statements are not available, Vendors may submit unaudited 

financial statements (in which case, Vendors shall explain in detail why audited financial 

statements are not available). 

 
The 2017 U.S. Bank Annual Report, which includes three years of audited financial statements, is available 
through our website at: http://phx.corporate-ir.net/phoenix.zhtml?c=117565&p=irol-proxy 

http://phx.corporate-ir.net/phoenix.zhtml?c=117565&p=irol-proxy
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Tab J: Business References  

Provide at least three business references using the form provided in Attachment 6. Include one 

reference form for each component being proposed, and clearly mark which component the 

references are for. The same reference, if applicable, could be used for multiple components. 

 
Each component has supplied separate references as outlined in Attachment 6.  
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Tab K: Business Continuity and Disaster Recovery Plans 

Vendors responding to this RFP must attach summaries or copies of their business continuity 

and disaster recovery plans. 

U.S. Bancorp Enterprise Preparedness Program Overview  
The U.S. Bancorp Enterprise Preparedness Program establishes and supports our organization’s Business 
Continuity and Contingency Planning Program. The program is designed to evaluate the impact of significant 
events that may adversely affect customers, assets or employees. This program helps ensure that we can 
recover our mission-critical functions and applications, thereby meeting our fiduciary responsibility to our 
stakeholders and complying with the requirements of the Federal Financial Institutions Examination Council 
(FFIEC), the Securities and Exchange Commission (SEC), the Office of the Comptroller of the Currency 
(OCC), the Financial Industry Regulatory Authority (FINRA) and the Office of the Superintendent of 
Financial Institutions (OSFI). In addition, we have met all recovery criteria as prescribed by the Interagency 
White Paper on Sound Practices to Strengthen the Resilience of the U.S. Financial System.  
 
The U.S. Bancorp Board of Directors approve the U.S. Bancorp Enterprise Preparedness Policy annually, and 
key issues and status are reported to the Board and senior executives on a periodic basis.  
 
Crisis Management manages and coordinates the enterprise 
response to adverse events that threaten to harm our 
organization, stakeholders, employees, assets or reputation. 
The enterprise response focuses on the safety of all 
employees, customers and assets of U.S. Bancorp; 
minimizing disruption of service and/or inconvenience to 
customers; returning to a business as usual state as quickly 
as possible; and limiting any potential liability of the 
organization.  
 
Additionally, Crisis Management maintains situational 
awareness and facilitates Crisis Management planning, 
conducts training, tests, exercises and maintains the 
emergency notification system. Crisis Management 
oversees the information flow between our lines of 
business, tiered response teams and executive management. 
The tiered incident response teams consist of the 
following:  

▪ Executive Crisis Management Team 

▪ First Response Executive Team  

▪ International Response Team  
▪ Emergency Response Team  
 
The U.S. Bancorp Pandemic Preparation and Response Plan was developed in partnership with our 
executives, senior leaders and other critical support departments to prepare for the possibility of pandemic flu 
in the same way that we prepare for other events that could affect our employees, customers and 
communities. The plan was prepared in communication with public officials, pandemic planning experts, 
various state and local organizations, and other financial institutions and businesses. The plan augments 
procedures already in place as part of the existing Enterprise Preparedness Program and outlines strategies to 
mitigate the impact of a pandemic upon our company, employees and customers.  
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We have resources dedicated to the Enterprise Preparedness Program and detailed Business Continuity Plans 
and Disaster Recovery Plans for the restoration of critical processes, applications, infrastructure and 
operations. Key features of our planning process include:  

▪ Employee safety strategies and communications/notifications  

▪ Systems and telecommunications accessibility  

▪ Alternate physical site location and preparedness  

▪ Emergency notification processes and systems  

▪ System and data backup and recovery  

▪ Pandemic and high employee absenteeism 
 
The Enterprise Readiness Services department coordinates strategy, planning, testing, reporting and 
monitoring of the U.S. Bancorp Enterprise Preparedness Program across our organization. The Enterprise 
Readiness Services department has set forth guidelines which incorporate industry best practices for recovery 
of critical business units, recovery of technology, and emergency and crisis management response and 
integrates the program into the overall risk management framework.  

▪ Criticality assessments—The Criticality Assessments are used in the determinations of business 
process and application recovery time objectives which addresses impacts based on financial, operational, 
reputational and regulatory risk factors. 

▪ Business impact analysis (BIA)—The BIA measures the effects of resource loss and escalating losses 
over time in order to provide management with reliable data upon which to base risk mitigation and 
continuity planning. BIA is reviewed biennially in conjunction with plan.  

▪ Threat vulnerability assessment—Our Enterprise Preparedness Program utilizes a Threat 
Vulnerability Analysis (TVA) process, biennially, to assess the risk of major natural hazard events and the 
impacts of those events on our corporate locations and the mission critical processes/technologies 
executed at those locations. This analysis drives strategic recovery planning for continuity of operations 
for these processes and technologies at the selected locations. The planning process assists in mitigating 
the potential concentration risk exposure of a single natural hazard or man-made event to any particular 
location or process. 

▪ Business continuity, disaster recovery and vendor service plans—The plans are a documented 
collection of procedures and information that is developed and maintained to enable us to provide 
products and services at an acceptable predefined level in the event of a business, technology or third 
party disruption. Recovery Plans are reviewed and approved by senior management biennially at a 
minimum, or as changes occur to mission critical functions and applications or as a result of issues 
discovered during exercises/tests.  

▪ Exercising/testing—All aspects of the plans are exercised/tested in accordance with regulatory 
requirements and our Enterprise Preparedness Policy guidance, and to demonstrate the level of 
recoverability. This includes plan activation simulation, including recovery strategies, crisis management 
and response, business continuity processes, and critical infrastructure disaster recovery. Key mission 
critical applications are exercised on a quarterly basis. Business Continuity Plans are exercised on an 
annual basis. Mainframe data is mirrored and replicated to the hot site and server backups are stored off-
site in a secured climate-controlled environment. All exercise testing is measured and reported with 
identified issues documented and remediated.  

▪ Audit—Annual internal audits and periodic OCC/Federal Reserve exams are conducted on our 
Enterprise Preparedness Program.  

▪ Board of Directors Updates—Enterprise Readiness services provides annual updates at a minimum on 
the status of our Enterprise Preparedness Program to the Audit Committee of the Board of Directors of 
U.S. Bancorp.  

▪ Employee training and awareness—Employee training and awareness includes biennial training 
courses, evacuation procedure awareness and identifying employees’ roles and responsibilities during an 
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adverse event. Clear communication during an event is vital. Employees who support mission critical 
operations and technologies are trained through participating in functional exercises of recovery plans. 

 
Our business continuity plans are developed and maintained to address recovery strategies for such events as: 
pandemic/high employee absenteeism, technology outages, natural hazard impacts, etc. Below are examples 
of what might occur during an interruption of normal business operations. 
 
In the event a business site becomes inaccessible, we presently employ the following recovery strategies for 
mission critical functions:  

▪ Transfer work—Work is transferred to another location that does the same business function or has 
been cross trained. 

▪ Relocate people within business—Team members are relocated to another site. 

▪ Relocate to regional recovery center—A location, other than normal facility, will be used to process 
data and/or conduct critical or necessary business functions. 

▪ Vendor work area recovery—An external site will be used for the recovery of mission critical personnel 
and processes utilizing a third party owned location. 

▪ Work from home—Team members will work from home on a bank-owned device. 
 
In the event of a data center outage, we utilize an internal alternate data center, which is geographically 
disbursed, and utilizes near real-time data replication on an encrypted WAN connection to our recovery data 
centers within the prescribed recovery point objectives.  
 
In the event of a major disaster at U.S. Bancorp that impacts your product or service, a member of the 
applicable product or service client support team will communicate with you.  
 
Since it is impossible to anticipate every type of potential disaster, there can be no assurance that there will be 
no interruption of our business functions in all circumstances. The mission of our Enterprise Preparedness 
program is to minimize the impact of any disruption.  
 
This overview is subject to modification by U.S. Bancorp at any time. 
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Tab L: Retention Policies 

Vendors responding to this RFP must attach copies of their retention policies and documents or 
substantive summaries of the same.  
 

As a company and financial institution, we are required to maintain certain records to meet our legal, tax and 
regulatory requirements. Record retention timeframes are dependent upon each product. U.S. Bank is 
required to retain records for a minimum of seven years per federal regulations and in accordance with our 
policies. Upon award, retention policies can be made available to the State as these are not public documents.  
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Tab M: Proposed Vendor Form of Agreement 

Vendors responding to this RFP must attach the proposed form of agreement covering the 

Services, including, without limitation, all proposed exhibits, attachments, schedules, ancillary 

agreements, authorization or acknowledgement forms, and any other documents that the Vendor 

proposes to govern the terms and conditions of the Services. 

 
The following forms are included in the Exhibits Section.  
 
Component 1, General Banking  

▪ Master Services Agreement with Appendix A&B  

▪ Master Services Agreement Instructions 

▪ Terms and Conditions  
 

Component 3, Purchasing/Virtual Card & ePayables  

▪ Sample Commercial Account Agreement Government  

▪ Sample Commercial Account Terms and Conditions  
 
Component 4, Stored Value Card 

▪ Sample Agreement 
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Tab N: Non-Collusion Statement 

Vendors responding to this RFP must complete and return a statement of non-collusion in the 

form of Attachment 7. 

 

Attachment 7 has been signed and notarized as required, and is included in the Attachments Section of this 
proposal response for your review.  
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Tab O: Employing Delawareans Report 

Vendors responding to this RFP must complete and return Attachment 8, for the total employees 

of the Firm and those that may be Delaware residents.  

 

 


