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Chapter 4

Card Abuse/Delinquency

4-1.  Abuse Determination

Travel Charge Card abuse is defined as any unauthorized purchase or ATM cash withdrawal for reasons other than authorized official travel.  The Travel Charge Card Contractor will not hold a cardholder liable for any unauthorized transaction that occurs after the cardholder notifies the Travel Charge Card Contractor of a loss, theft or possible unauthorized use of the card or PIN.  The cardholder will immediately notify the Travel Charge Card Contractor and APC of loss, theft, or possible unauthorized use of the card or PIN.

4-2.  Consequences

Travel Charge Card abuse results in, but is not limited to, reduction of ATM withdrawal limits, revocation of ATM privileges, suspension of card privileges, or cancellation of the Travel Charge Card.  Before pursuing action against a cardholder for abuse, APCs must advise the appropriate supervisors and managers.  In addition, the appropriate Human Resources Office (military, civilian, or technician) must be involved to avoid violation of applicable rights of the cardholder.  Misuse of the travel card by AGR (Title 32) and Traditional Army Guard personnel are addressed under the revised Illinois statutes for the Army National Guard.  Misuse of the travel card by technicians would be a violation of the employer-employee relationship and a conduct issue under TPR 752.  The TPR 752s less specific references and the types of charges (labels) that can be applied from the "Table of Penalties," is a part of the non-regulatory Appendix.  For example any of the following labels would be appropriate: 

"Failure to observe written regulations or rules where safety to persons or property is not involved." 

 "Misuse or abuse of government property."

 "Using government property for other than official purposes." (Even though the cards are actually the property of the bank, the agreement the person signs make the government a party at the least.)

"Misuse of government credentials."

 "Indebtedness - Failure to honor just financial obligations in a timely manner." (This fits for those who don't pay by the due date indicated on the monthly statement.)

 "Conduct unbecoming a National Guard Technician.”

The TPR 752 provision that would be of the most value is Part 2-3 "Cause for Adverse Action."  This determination means taking a disciplinary action is necessary "to promote the efficiency of the service."  This can be interpreted as acting to correct the behavior of personnel who abuse the trust we place in them when issuing the cards.  Misuse or abuse of the card has a negative effect upon the reputation of the organization, and we have a right to expect our employees to uphold that reputation.  Because of the potential effect on readiness due to the non-availability of the Travel Charge Card due to abuse and delinquency issues, the efficiency of the organization is adversely affected.

Actions that may result from abuse include:


a.  Reducing or revoking the ATM withdrawal limits after identifying card abuse.


b.  Suspension or cancellation of Travel Charge Card privileges by the Contractor, supervisor/commander or APC.


c.  The APC should assist supervisors in determining potential administrative actions.  Administrative actions may include barring re-enlistment, revoking Active Guard/Reserve (AGR) status, and affecting appraisal outcome and promotion board consideration.


d.  Suspension or cancellation of security clearances in the event of an investigation or security clearance upgrade or revalidation. 


e.  Account suspension due to card abuse does not justify a travel advance.

4-3.  Suspension


a.  An individual's account will be suspended for abuse. 


b.  The Travel Charge Card Contractor automatically suspends accounts for bill payment delinquencies exceeding 60 days.  Suspension of an account precludes the cardholder from placing any charges on the card and from using the ATM feature.  Once an account is suspended, it can only be activated for use by 100 percent payment of the past due amount.  APCs cannot activate suspended accounts.


c.  The Travel Charge Card Contractor may initiate procedures for an account suspension at any time for cause. 


d.  The Travel Charge Card Contractor notifies the APC of potential suspension action on the monthly 45-day pre-suspension report.  The APC must extract this report from the Contractor’s website.  The APC will notify the supervisor/commander and cardholder of the impending suspension by e-mail or phone call when possible prior to the 55th day of delinquency.  The account will be suspended on the 61st day if the contractor does not receive full payment of all undisputed amounts.  The APC shall request that the supervisor notify the APC, within 5 days, of any reason that the account should not be suspended (e.g., mission-critical travel or long-term temporary duty).   If the APC is given sufficient information by the cardholder’s supervisor to justify keeping the account active, the APC immediately will advise the Government Customer Support Unit (GCSU) that the account should remain active (request a mission critical status).  The APC should keep a record of the supervisor’s notification and related correspondence.

e.  If the suspended account is paid in full before 121 calendar days after the initial billing date, the contractor will lift the suspension. 


f.  The cardholder’s supervisor will request reactivation, in writing, detailing the adverse action taken to deter further abuse before the APC can consider reactivating the account.


g.  The Travel Charge Card Contractor may conduct a credit worthiness check before reactivating the account.

4-4.  Cancellation


a.  A Travel Charge Card account will be cancelled if one of the following occurs:



(1)  A cardholder leaves Federal Service.



(2)  A duplicate account is issued.



(3)  The delinquent account is unpaid 121 calendar days from the billing date for undisputed charges.


b.  The Travel Charge Card Contractor, APC or supervisor/commander may initiate procedures for an account cancellation.


c.  The Travel Charge Card Contractor may notify the APC of the impending cancellation.  In this case, the APC will in turn notify the supervisor/commander and the cardholder in writing of the impending cancellation.  Monthly delinquency reports are available from the Travel Charge Card Contractor’s website (EAGLS).


d.  Account cancellation due to card abuse should not justify a travel advance as discussed in the DoDFMR, Volume 9, Chapter 5, 050501.

4-5.  Reinstatement

The Travel Charge Card Contractor will not reinstate cancelled accounts.

4-6. Salary Offset

a.  Once an account reaches 90 days delinquent, the bank will send out due process letters to the cardholders.  Recipients have 30 days to bring their accounts up to date or make payment arrangements with the bank.  Once an account reaches 120 days delinquent, the bank will send a file to DFAS-Cleveland requesting salary offset for those accounts which remain delinquent or for which no payment arrangements have been made.  

b.  The salary offset process will be as follows:

(1)  DFAS-CL will "bump" the names against a personnel file, which will identify which pay system the individual is in.




NOTE 1:  DCPS will take precedence over any other pay system (i.e., DJMS-RC, military retired pay).




NOTE 2:  Salary offset will not be applied against any civilian retired pay account - any names in this category will be returned to bank as uncollectible.

(2)  DFAS-CL will send file to appropriate pay system to start salary offset.  Timing of first deduction will depend on date the pay system receives the file.


c.  The maximum salary offset will be 15% of the individual’s disposable pay.  

d.  One of the options offered in the bank's 90-day letter to avoid salary offset is the Reduced Payment Plan.  One of the requirements of the RPP is that payments must be via allotment after the third payment.  The bank is now aware that DJMS-RC cannot do allotments.  If an individual is an M-Day soldier only, the bank is suggesting they use an automatic deduction from their bank account or something similar.

e.  When the Bank charges off an account, any late fees on the account are removed from the account as by law the Bank can not write off the late fees.  When the account is rolled to salary offset, the amount which is subject to offset is the balance that was charged off, plus the $80 BoA/DFAS administrative fee, plus 3 late fees ($29 each).

f.  Coordinate all requirements with the USPFO.  Do not commit Federal Funds without prior coordination with PFOIL-CB.

4-7.  Delinquency Management 


a.  The ARNG Financial Manager provides a monthly roll up of hierarchy level 4 cardholder delinquency reports to the APCs.  APCs will obtain a copy of the delinquency report from EAGLS.  The report further breaks down the delinquency information by cardholder.  This information should be used to notify cardholders and supervisors of the delinquency and severity.  Sample Illinois ARNG delinquency memorandums are contained in Appendix D of this SOP.  The Contractor computes the delinquency rates based on active current accounts used during the reporting period.    This total includes active and delinquent accounts and does not include the charge-off and cancelled accounts.  This total is divided by the 60 plus day card total and the delinquency rate is produced.   The ARNG Financial Manager will provide delinquency goals as directed by DA and NGB.  APCs will ensure supervisors use the following information to reduce potential delinquencies:



(1)  Make command expectations clear:




(a)  Card misuse and delinquency will not be tolerated.




(b)  Use the card for official travel only.





(c)   File and pay travel claims and card balances promptly.




(d)  Travel card coordinators must use the Travel Charge Card Contractor on-line system/reports to monitor card misuse and delinquency and notify supervisors 




(e)  Supervisors of cardholders must take action on card misuse or delinquency as established by local policy.  



(2)  Emphasize training:




(a)  Train subordinate APCs, using Travel Charge Card Contractor on-line and on-site training and ARNG CPM training events, resources and materials.




(b)  Train cardholders, using this Standing Operating Procedure, materials obtained during APC training or locally developed programs.



(3)  Ensure that travel cards are needed and appropriate:




(a)  Ensure local policy includes supervisor and commander input when deciding if infrequent travelers require a travel card.




(b)  Request cancellation and/or deactivation of a cardholder’s card for demonstrated fiscal irresponsibility. 




(c)  Do not automatically request cards for personnel that do not normally travel.  This may include entire units and deploying personnel unless the requirement for travel exists.




(d)  Do not request cards for persons who are known to be a risk for abuse or non-payment of debts.  In these situations, issue a travel advance and ensure the supervisor tracks the collection of funds from the reimbursement voucher.




(e) Deactivate cards when not required for travel.



(4)  Ensure that personnel in- and out-processing requirements include the travel card coordinator:




(a) Deactivate the accounts of departed cardholders 5 days after the PCS reporting date.




(b)  Ensure cardholders only use the Travel Charge Card for the per diem portion of the PCS move.



(5)  Use the management tools included in Appendixes C and D  to set the stage for disciplinary action: 




(a)  Ensure cardholders sign the required Statement of Understanding (and retain on file).




(b)  Inform supervisors of cardholder delinquency or misuse. 




(c)  Advise delinquent cardholders and supervisors with the 60-day, 90-day and 120-day memorandums.


b.  The APC will schedule, via EAGLS, production of the required delinquency reports on a monthly basis.  All reports can be selected for automatic monthly extraction, thereby reducing the time required by the APC for individual scheduling.  When reports are extracted, the APC will take the following actions:



(1)  Before 50 days (using the 45 day pre-suspension report) past due, the APC will notify the cardholder's supervisor that the cardholder's account will automatically be suspended in 10 days if the contractor does not receive payment.  The supervisor is to notify the APC, within 5 days, of any reason that the account should not be suspended (i.e., mission-critical travel or long-term-travel duty).  If the APC is provided sufficient information by the cardholder's supervisor to keep the account active, the APC will advise GCSU immediately that the account should remain active and be noted as “Mission-Critical.”  The GCSU retains the approval for mission-critical status.  The APC retains a record of the supervisor's notification and related correspondence.  Mission critical status must be requested prior to a 60-day delinquency.



(2) At 60-days past due, the APC will notify the cardholder that the account was suspended for non-payment.  Travel Charge Card privileges, which include ATM access and all charge capability, will not be reinstated for this cardholder until payment in full has been received by the contractor.  The APC will document the notification.  See Appendix D for a sample notification memorandum.



(3)  At 90-days past due, the APC will notify the cardholder and the cardholder's supervisor that the cardholder's account was suspended for non-payment.  Travel Charge Card privileges, which include ATM access and all charge capability, will not be reinstated for the cardholder until payment in full has been received by the contractor.  The APC will document the notification.  See Appendix D for a sample notification memorandum.



(4)  At 120-days past due, the APC will notify the cardholder, the cardholder's supervisor, the next command level, and the Commander/Director that the account automatically will be cancelled due to non-payment.  The APC will document the notification.  Accounts 120 days delinquent will be billed $29.00 per billing cycle.  If no action is taken toward this debt, debt collection action will be taken by the Contractor beginning on the 126th day past due.  See Appendix D for a sample notification memorandum.



(5)  Cancellation of an account also occurs when an account has been suspended 2 times during a 12-month period for delinquency.
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