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CITGO.






Operational Questions

1.
Does CITGO still charge a separate $7 for pin pad rental?


Yes

2.
If so, why is this charge separated instead of being included in the Terminal/Printer rental?

Because CITGO purchases the pin pads as a separate item therefore it is counted as a separate line item in the inventory system.

3.
Don't all stations need the pin pad for fleet cards? Yes

Because the customer is required to enter their information not the store clerk.  Most of the information entered should be only known to the customer and their fleet company.  If they are going to be utilizing CITGO equipment the pinpad is automatically sent with the terminal and printer.

4.
Can Marketer use a backup POS machine in their office for the purpose of manually inputting transactions when POS equipment is down or inventory is being taken at their stations?

Yes they can, the marketer will be charged the standard rental rate for CITGO’s standalone POS equipment.  Unfortunately, this is not suggested  because the transactions are subject to RFCO/Chargebacks.  A Chargeback may be upheld because the information on the POS ticket will not  have the location’s information, it will show the Marketer’s information and it will not have the customer’s signature.  It is also required that any manually entered transaction into the POS system must have an imprint of the customer’s card at the bottom of the POS ticket.  See CITGO’s Payment Card Guide & Regulations for details.

5.
If answer is yes, does the CITGO TSM order the additional POS machine and input it in the system with an "E" status?

Not an “E”.  He can leave it, as the status code “F” to indicate marketer and the POS Dept. will set up the terminal records.

6.
Also, don't the manual transactions have to be input by the office within 24 hours?

There is no time frame, but it would serve their best interest to input the transaction as soon as possible because as stated above, the customer can dispute the date of the transaction.

7.
Is there a simple instruction list that the Marketer can forward to their stations describing exactly what to do when the current supplier’s POS equipment is unhooked and the CITGO POS equipment gets hooked up?

If they are going to be installing a VX 570 Terminal, instructions are included in the box of the equipment.  If it is a Third Party system, they should contact their vendor help desk.

CREDIT CARD

1.
What is the standard processing time for fleet card applications?
We ask that they allow 4 to 6 weeks for processing.  It depends on how quickly CITGO Credit Card can get a response for credit information. The customer may apply on line @ www.citgofleetprograms.com. If the marketer is converting several accounts, they can call the VIP hotline assigned only to Marketers and Retailers @ 866-249-4723 and discuss processing.
Dedicated Sales Support Team 
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A dedicated sales team is calling on larger fleets. 

A dedicated sales manager will work with you in your geographical area. 

· Provide leads to the team and they will close the sale. 

· Increase your customer base by offering the marketer funded rebate through the sales team. 

· Entice prospective customers with the tiered volume rebate offering 
Contact CITGO Fleet Sales Managers:
Central Region:  

States of IL, WI:  Mark Kapturski  (708-516-7913) or  mark.kapturski@fleetcor.com 

All Other States:  Richard Cyr (281) 830-4879 or richard.cyr@fleetcor.com
 

Northeast Region:
States of MD, VA: Anthony Simmons (202-812-9595) or anthony.simmons@fleetcor.com
All Other States: Richard Cyr (281) 830-4879 or richard.cyr@fleetcor.com 

 

Southern Region: Denny Easterday (770) 617-5425 or dennyeasterday@fleetcor.com
Also, the marketer/retailer may contact the Marketer/Retailer VIP Hotline for assistance:
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Operators are standing by on a brand-new Marketer/Retailer VIP line, ready and waiting to answer questions regarding your CITGO Business accounts. Marketers/Retailers may contact a senior fleet representative using the information below to have an application fast-tracked through the credit approval process, receive help closing a sale, or answer any fleet-related questions. 

CITGO VIP Phone Line: 866-249-4723
CITGO VIP Fax Line: 877-470-2234
CITGO VIP Email: citgovip@fleetcor.com
1.
Because the universal cards are processed manually, how can the station manager be sure that a universal card is a good card, even if the account number begins with 005?

The Universal cards are no longer accepted as of 1-1-09. 

2.
Does CITGO still absorb the loss on chargebacks of Island Card Reader transactions?

As of 1-1-2011, CITGO will absorb $1,000 per site of the ICR losses in a calendar year for branded and unbranded.  Losses greater than $1K will be charged back to the marketers.  Chargebacks under $1,000 could results when the marketer has raised the pump limits above CITGO's established limits, which are mandated by the card issuers and controlled by CITGO's PDL.

Visa & MC may levy fines for excessive chargebacks at a site based on the percent of chargebacks to sales and the site does not have zip activated. These fines may be charged back to the marketer.

3.
How does the station respond to a hardcopy request for an Island Card Reader transaction?

ICR transactions do not produce a signed receipt; therefore, a Request for Invoice Copy would be unnecessary. As a general rule, CITGO does not issue requests for copy on ICR transactions. If a RFCO is issued on an ICR transaction it is usually the result of human or system error and is addressed accordingly.

4.
Regarding the 10 days to respond to hardcopy request rule-does this mean that 10 days from the date of the request that the Marketer must have document back to CITGO?

All RFCOs are sent as the beginning pages of the nightly settlement reports and are to be fulfilled within 10 days of the date that appears on the request. This will be the run date in the upper right corner of the marketer's Daily Transaction Summary Detail. Each request bears address and fax information for use in returning the invoice to the Customer Service office handling the case. Only respond with one ticket per page. We recommend that the RFCO's be handled by fax. You must maintain a confirmation sheet showing date/time/successful completion of the transmission be kept for future reference. If the dispute results in a chargeback, there is usually a 30-45 day (or longer) lag time between the RFCO and chargeback dates.

5.
Considering shift changes, how can the store protect itself from being charged back if a POS authorization is given when a customer charges $50 more than once within a 24 hr. period?

On a CITGO card, if a single sale exceeds the $50 merchandise limit, the terminal will display a warning prompt to the clerk, asking if they wish to proceed. If the clerk enters 'Yes', they are effectively saying, "I realize there is a possibility for chargeback and am willing to take the risk."   Generally, over the limit chargebacks are a result of fraudulent activity. Most often chargebacks will not result on 2 legitimate sales in a 24-hour period in which the combined total exceeds the merchandise limit. Chargebacks are more likely to occur on a single merchandise sale over $50 or a single sale which has been split into two transactions to avoid a single over the limit transaction... these are back to back transactions which are referred to as a split sale.

6.
If a transaction is manually run through the POS machine due to a bad magnetic strip and an authorization is obtained, can this be charged back?

There is no 100% guarantee that chargebacks will be avoided. The CITGO Payment Card Guide & Regulations 
 clearly states that having an authorization on the transaction does not exempt the dealer from following all the rules for acceptance of credit card sales. You must imprint the card on the manually entered sales receipt. This will show proof to banks that the card was present.  The issuing banks require the manual imprint of the card on the receipt to show the card was present at the time of sale.

7.
If above answer is yes, how can the chargeback be justified?

An example of a chargeback on a transaction with an authorization/approval code might be a transaction(s) on a stolen card that has not yet been identified and reported.  The clerk processes the sale, obtains authorization, but doesn't verify the signature on the card against the signature on the invoice. In this instance, the clerk failed to do the required signature comparison and a chargeback for forged signature would probably result.  Another example would be no card imprint on a manual POS entry.  As stated in the guide and regulations, card imprints are required on POS manual entries to prove the credit card was actually present at the time of sale and was not keyed from a receipt, etc.  Unauthorized and fraudulent charges often occur on manual entries where the card is not present.  Generally, the advice to the locations and marketers is they must read and understand the Credit Card Guide.  Also, CITGO would be happy to assist a marketer or location with any questions and/or interpretations regarding the rules and regulations.

MarketNet

1.
What is the "rule of thumb" on the MarketNet retention schedule?  It seems to vary by report.

POS Daily Transaction Summary Report
90 days

EFT





90 days

Lifting’s




120 days

Fuel Invoices




120 days

All credit card reports except the daily received are now 45 days and will be expanded to 90 by the end of the month.

2.
What happened to the SAVED disc icon that used to be located immediately above the text of the report that was used to construct a Pivot Table?
An announcement was sent regarding the new report format.   A PDF file link explaining the differences between the old reports and the new reports is available on the Credit Card Report page or the Account Info page on MarketNet.  Please direct questions to the MarketNet Help Desk X5110.

EFT

How can the Marketer tell by looking at the sequence number on an EFT Notice if it is the final notice for the month?

Use the draft date.


CITGO Petroleum Corporation 2010

1

