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General
Q:  When is the CALS BSC implementing their new model?

A:   April 5, 2010
Q: Why are we changing?

A: There are many reasons why we are going through this reorganization, but here are just a few:

· This change will progress the CALS BSC model to the next stage of development resulting in efficiency through standardization, consistency and continuous process improvement.

· We need an adaptable and flexible organizational structure to anticipate change as a result of the Reimagining Cornell Project. 

· We want to provide customer service coverage from 8:00 – 5:00, Monday - Thursday and 8:00 – 4:00 on Friday to better serve you.

· We are initiating issue tracking to determine process improvements and to take corrective action to achieve results.

Q:  How has the CALS BSC Organization changed?

A:  The work that was performed in the previous structure has been organized into 6 work teams:  

· Customer Service

· Procurement Services

· Travel and Payment Request Services

· Approval Services

· Admin Services

· Revenue/Metric Services

Top
Customer Service
Q: What services are provided by the Customer Service Team?

A: Services: Problem solving on exception documents (work received from the department that is incomplete when it gets to the CALS BSC)*Answering inquiries from our customers* Logging of issues / questions to identify opportunities for improvement
Q: What are the normal CALS BSC business hours?  

A: The customer service representatives will be available during normal CALS BSC business hours of 8:00am – 5:00pm, Monday – Thursday and 8:00am – 4:00pm on Friday.  Please contact Jeanine Masse (607-254-7209), Lisa Tvaroha (607-254-2253) or Debbie Bannister (607-255-8411) with feedback.

Q: Under the new CALS BSC model, my department does not have a dedicated Finance Transaction Specialist that I can contact.  How do I contact the CALS BSC?

A: One of the most significant changes in this new organization is that your department will not have a dedicated finance transaction specialist that you will contact.  We have implemented a call management system and dedicated phone line into the CALS BSC, 607-254-4272 (4-4BSC), which will allow you to reach one of our customer service representatives: George Taylor, Ginny Mott, Sharon Rumsey and Karen Moore.  We would like to have all customer inquiries to the CALS BSC be directed to this dedicated line as our front line to assist with resolving your questions and concerns.  You will also have an option to leave an audix message if desired.

Q: Are there other ways to contact the Customer Service Team?   

A: There are at least four other ways to contact the Customer Service team:  

· We have created a dedicated special email mailbox at calsbsc-custsrvc@cornell.edu as another way to receive your inquiries directly in an organized fashion.  It would be very helpful to us in order to give your inquiry prompt attention if you put in your department number or department name and a concise description of your question as part of the “subject” line.

· Additionally, at our CALS BSC website, http://www.cals.cornell.edu/cals/faculty-staff/bsc/index.cfm, you will be able to access a customer service input form that will be directed to our Customer Service team.  Additionally, our goal is that you will find useful information on this website that may answer your question.  
· The last way is through the mail at 409 College Ave., 3rd Floor, Ithaca, NY 14850.  Any correspondences can be included in the BSC/Dept. plastic colored courier envelopes to the BSC.  We would like to request that if you are sending documents related to a customer service inquiry, that you put these documents in a Cornell interoffice envelope directed to customer service to assist us in getting this information to the customer service team timely.
· There is always the option of coming by and visiting us at 409 College Ave., 3rd floor.
Q: The existing CALS BSC website is not easy to find and it seems really busy and difficult to find what I need.  Have you made any improvements?

A: You will now find a link to our CALS BSC website under the Business Services channel in the Department Reporting tab on the Uportal for your convenience.  Also, you will see some enhancements to our website on Monday, April 5.  We recognize we have more improvements to make to this website to make it user friendly and informative and we will be striving to do that in the coming months.  Additionally, this FAQ document will reside on the website and updated as needed to try to provide guidance on frequently asked questions.  

Q: Why is the Customer Service Team member asking me for my netid, name, department, etc. when I call them?

A: The customer service team member will be logging each question, assigning a customer service tracking number (CTS #) and monitoring the progress of the incident case until resolved.  We will then use this data to determine opportunities for improvement for our internal processes as well as identify areas for discussions with our customers to improve service.
Top
Procurement Services
Q:  What services are provided by the Procurement Services team?

A:  Services: Purchase Orders (including Blankets) / Receiving / Invoices - APPS System*Capital Asset Management*Procurement Cards Coordinator (Release orders)*e-SHOP (Prepare orders)*Unauthorized Payments*BSC Pcard - over $500*JEMS - Pcard Default Account Redistribution / Expense Transfers

Q:  Who should I contact if I have any questions concerning any purchasing issues, such as purchase order status or payment status?

A:  Please contact the CALS BSC Customer Service team with any questions or visit our CALS BSC website at http://www.cals.cornell.edu/cals/faculty-staff/bsc/index.cfm.  The Customer Service team can be contacted by phone or email.  There will be a customer service representative available Monday – Thursday 8-5 and then Friday 8-4.

· Phone:  607-254-4272 (4-4BSC)
· Email address: calsbsc-custsrvc@cornell.edu (it would be very helpful to the Customer Service team in order to provide you prompt attention if you could put your department number or department name and a good concise description of your question as part of the “subject” line)
Q:  Where should I send my purchase order requests?

A:  The purchase order requests can be sent to the CALS BSC either electronically, by fax or via campus mail:  

Email address to send requests:   calsbsc-procuregeneral@cornell.edu
Fax number to send general requests:  607-254-2790
Fax number to send W-9 information:  607-254-2912
Via campus mail at 409 College Ave., Ithaca, NY  14850 in the CALS BSC/Dept. plastic colored courier envelopes  
Q: Where should I send invoices and packing slips that need to be sent to the CALS BSC?
A: If you have any invoices or packing slips to send to the CALS BSC you can either send via campus mail or email to calsbsc-procuregeneral@cornell.edu.

Q:   Where should I send my request to utilize the CALS BSC over $500 pcard?

A:  If you would like to utilize the CALS BSC over $500 pcard you can either utilize our website https://hr.cals.cornell.edu/pcard/Default.aspx or email the request.  The email address for these requests is calsbsc-over500pcard@cornell.edu. 

Q:  If I would like to enter a purchase order request using the WebReq system, whom should I submit the order to?

A:  If you utilize the WebReq system for a purchase order request, please submit the order to calsbsc-procuregeneral@cornell.edu.
Q:  How should I send my pcard receipts to the CALS BSC?

A:  Please continue to send the original pcard receipts to the CALS BSC via campus mail using the CALS BSC/Dept. plastic colored courier envelopes.  
Q:  Are there any new forms to use when requesting a purchase order?

A:  We have enhanced the BSC purchase order request form slightly.  You can access this form on the BSC website http://www.cals.cornell.edu/cals/faculty-staff/bsc/procedures/Purchasing.cfm. There is a link for the form listed as “CALS Purchase Order Request Form.”
Q:  Why do Pcard charges go “auto” to the department default account and how many days do I have in order to provide Pcard receipts to the CALS BSC to avoid this situation?
A:  At the CALS BSC, we like to keep the “autos” to a minimum for several reasons: ensures charges are getting to the right account on a timely basis (especially important for sponsored accounts); ensures that we have an actual receipt to support the expense so that we can clearly see the business purpose; the receipt documentation serves as evidence of the charge that we can provide to internal and external auditors as well as sponsor agencies when they want to review our expenses; and it avoids non-value JEMS that need to be recorded to transfer the expenses out of the default account to the right accounts.  A transaction will “auto” after 10 days from the date of transaction.  Additionally, it is in the Pcard agreement that the Pcard holder signs when they receive the card that they will provide receipts or risk that the card privileges will be revoked.   
Q:  How do I know if an individual that I want to hire should be an independent contractor versus a Cornell employee?
A:  This can be difficult to tell.  We would recommend that you work initially with CALS Human Resources to assist you with determining the status of the individual you want to hire.  
Q:  If the person is determined to be a consultant/independent contractor, what do I need to do?  

A:  If the person is determined to be a consultant/independent contractor, the PI/DBA completes a Service Provider Questionnaire form and a Service Provider Evaluation Worksheet form.  Both forms can be found at http://www.dfa.cornell.edu/dfa/supply/tools/docs/genpurchforms.cfm), and are typically then sent to the CALS BSC to confirm/validate if the consultant should be hired as an employee or as an independent contractor. (CALS BSC keeps forms on file.)  If the status of a consultant/independent contractor is confirmed, the PI/DBA submits a Purchase Order, or Requisition Web-Form, with the following supporting detail to the CALS BSC: 

a) Obtain a quote/proposal from the consultant 
b) Independent Consultant Agreement - sets the terms and conditions of the scope of work if retaining the person as a consultant http://www.dfa.cornell.edu/dfa/supply/tools/docs/genpurchforms.cfm 
c) Single/Sole Justification Source Form - needed if the dollar amount of the order is greater than $10,000 and no other consultant can perform this work http://www.dfa.cornell.edu/dfa/supply/tools/docs/genpurchforms.cfm 
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Travel and Payment Request Services 

Q:  What services are provided by the Travel and Payment Request Services team?

A:  Services: Standard Voucher Processing / Payment Request through Payment Request System*Wire Payment Requests - Domestic / International*Travel and Entertainment Expense Reimbursement*Travel Advance Receivables*JEMS - Travel Advances

Q:  If I have any questions concerning any travel reimbursements or payment requests, who should I contact?

A:  Please contact the CALS BSC Customer Service team with any questions or visit our CALS BSC website at http://www.cals.cornell.edu/cals/faculty-staff/bsc/index.cfm.  The Customer Service team can be contacted by phone or email.  There will be a customer service representative available Monday – Thursday 8-5 and then Friday 8-4.

· Phone:  607-254-4272 (4-4BSC)
· Email address: calsbsc-custsrvc@cornell.edu (it would be very helpful to the Customer Service team in order to provide you prompt attention if you could put your department number or department name and a good concise description of your question as part of the “subject” line)
Q:  What account information is the CALS BSC looking for when I submit my documentation or request?

A:  The CALS BSC requires the full account with project and duo if applicable.  The account must be assigned by a valid account authorized user.  The CALS BSC will assign the object code if one is not provided or if the one provided is not appropriate. 

Q:  When I travel, what is the process to get reimbursed?

A:  There are currently two methods to get reimbursed: 1) there is an on-line travel tool that can be used to enter your travel information and then you will send your receipts to the CALS BSC where we will match it up with your input.  If you are unfamiliar with this tool, please contact our Customer Service team at 607-254-4272 (4-4BSC) for assistance before you start; 2) there is a manual process where you complete the CALS BSC Travel Reimbursement Checklist, attach your receipts and mail it to the CALS BSC.  When using this method, the better organized your travel information is, the more timely the expense report will be processed by the CALS BSC and payment received. 

Q:  If I complete my own on-line travel, who should I make the trip preparer?

A:  Please set the trip preparer to LM44 and send the trip coversheet with receipts attached to the CALS BSC, 409 College Ave, 3rd Floor, Ithaca, NY 14850 via campus mail or US Mail.
Q: If I prepare my travel on-line are there instructions?

A: Yes, please see the On-line Travel Instruction at http://www.cals.cornell.edu/cals/faculty-staff/bsc/travel-and-payment-request-services.cfm
Q:  How should I submit my travel receipts for reimbursement?

A:  Complete the BSC Travel Reimbursement Checklist at http://www.cals.cornell.edu/cals/faculty-staff/bsc/forms.cfm.   Attach your receipts to the checklist.  Receipts should be taped (not stapled and not overlapping) to a 8x10 sheet of paper sent to 409 College Ave, 3rd Floor, Ithaca NY 14850 via campus or US mail.  Following this process will ensure that your reimbursement is processed timely.

Q:  Is there anything I should or should not do regarding my travel receipts?

A:  Please do not do the following:  staple receipts to 8x10 sheets, overlap receipts, tape over vital information, write or highlight on receipts.  Please do make any notes on separate sheet of paper and blackout all but last 4 digits of credit card numbers.
Q:  If my Cornell paycheck is direct deposit, will my travel expense report reimbursement also be direct deposited?
A:  No.  The payroll and payment request systems are separate.  You must sign up for Non-Payroll Direct Deposit in order for your reimbursement to be deposited into your account at https://metastorm.dfa.cornell.edu/forms/apach/DirectDepost.asp.  You must have Payroll Direct Deposit in order to sign up for this method of payment.

Q:  Where should I send a W-9?

A:  Please FAX your W-9 information to the CALS BSC secured dedicated fax line at 607-254-2912.
Q:  What is the best way to make flight arrangements?

A:  AAA will work directly with you to arrange your travel.  Here are the instructions:

1.    Call Corporate Travel at 607-257-3557 or 800-937-1222
2.    Identify the traveler as Cornell affiliated

3.    Provide billing information (AAA will set up each department with its own company code and billing information)
 4.  Once the trip is ticketed, AAA will e-mail the invoice to the travel arranger. 

 5.  AAA will also send invoices weekly

6.  Pay the invoice via e-SHOP to charge directly to your Cornell account number or submit the invoice to the BSC to be processed using the Payment Request System and your department advance account will be charged.
Q:  Is there anything I should do before traveling for Cornell business?

A:  Yes.  It would be good measure to review Cornell’s Travel and Business expense policies at the following websites links:
· University Travel policy: http://www.dfa.cornell.edu/dfa/treasurer/policyoffice/policies/volumes/finance/universitytravel.cfm 

· Business Expense policy: http://www.dfa.cornell.edu/dfa/treasurer/policyoffice/policies/volumes/finance/businessexpenses.cfm 

You may also contact the CALS BSC at 607-254-4272 (4-4BSC) to discuss your upcoming trip, ask questions, or seek advice on any unusual aspects (i.e. trips longer than 30 days or mixing business and personal travel).
Q: What if I am only requesting mileage reimbursement?

A: If you are only claiming mileage reimbursement, you can utilize the Mileage Reimbursement form on the BSC website http://www.cals.cornell.edu/cals/faculty-staff/bsc/procedures/travel-advance-and-reimbursement.cfm.  Submit the completed form to the CALS BSC via campus mail.

Q: What can be paid on a Payment Request (direct to vendor/reimbursement)?

A:  Refer to buying manual policy 204, Paying for Goods and Services that Do Not Require a Purchase Order at the following website: http://www.dfa.cornell.edu/dfa/supply/buyinginfo/buyingguide.cfm
Q:  I need to send a payment by wire.  What information is required?

A:  Please see the Domestic or International Wire Transfer forms for the information needed to complete the wire request.  Basic information includes the payee name and address, the payment amount, the currency to be used (international), invoice or detailed payment information, account number to charge, business purpose, the payees bank name and address, SWIFT (BIC) Code (international), ABA number (domestic) exact account name, account number, and IBAN if available (European banks). Additional information is needed for wires to Mexico, Russia, and South Korea.  Any wires to banks in sanctioned countries will be subject to additional review.  You may contact the CALS BSC or Cash Management with any questions.

Q:  What information is required on subcontract invoices?

A:  Subcontract Number • Dates that work was performed• Cumulative Balance • Signed Certification by subcontractor • Complete the CALS Invoice/Reimbursement Form at http://www.cals.cornell.edu/cals/faculty-staff/bsc/forms.cfm.  All information is to be submitted to the CALS BSC for processing.
Q:  Do I need to do anything special for final payments on sub-contracts?

A:  Yes.  The above information must be included, as well as the vendor must indicate “FINAL PAYMENT” on their invoice.  This invoice must also be reviewed and signed by the Cornell PI. Additionally, the date for the final technical report has to be entered in the Sponsored Project Portal in the Sub-recipients section. If the date is not entered payment will be delayed. 
Q:  I have a visiting scholar coming to Cornell.  Can I pay his expenses?

A:  This is a complicated matter with many variables that are dependent on the visitor’s citizenship, visa type, and whether or not an appointment is involved.  Please contact the CALS BSC directly for information regarding your specific situation.

Q:  What do I need to do to set up subsistence payments/stipend payments for visiting fellows?

A:  Complete the CALS Invoice/Reimbursement Form at http://www.cals.cornell.edu/cals/faculty-staff/bsc/forms.cfm.  Attach a copy of the Appointment Letter and DS2019/I-94.  Be sure that the visiting fellow has electronically submitted the Foreign National Questionnaire.  Submit to the CALS BSC for review and processing.
Q:  What if I need a Travel Advance?

A:  Complete the Travel Advance Form http://www.cals.cornell.edu/cals/faculty-staff/bsc/forms.cfm and submit it to the CALS BSC at least 2 weeks prior to the trip date.  Processing can take up to 10 Business Days.
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Approval Services

Q:  What services are provided by the Approval Services team?

A:   Services: Approves the following transaction types - Travel and Entertainment*Pay Reqs* Receivers / Invoices*POs / BOs*e-SHOP*Unauthorized Payments*JEMS - Pcard Default Account Redistribution / Expense Transfers*BSC Pcard - over $500 Backup
We have two dedicated approval Sr. Finance Transaction Specialists reviewing and pre-approving all transactions at the BSC.  Transactions over $5,000 will also be reviewed by the Team Leaders and transactions over $25,000 will be reviewed by the BSC Director.
Q:  If I have any questions concerning any approvals, who should I contact?

A:  Please contact the CALS BSC Customer Service team with any questions or visit our CALS BSC website at http://www.cals.cornell.edu/cals/faculty-staff/bsc/index.cfm.  The Customer Service team can be contacted by phone or email.  There will be a customer service representative available Monday – Thursday 8-5 and then Friday 8-4.

· Phone:  607-254-4272 (4-4BSC)
· Email address: calsbsc-custsrvc@cornell.edu (it would be very helpful to the Customer Service team in order to provide you prompt attention if you could put your department number or department name and a good concise description of your question as part of the “subject” line)
Top
Admin Services Team
Q:  What services are provided by the Admin Services team? 
A:  Services: Mail Sorting / Distribution * Scanning *File storage management & retention*Telephone Communication Setup for BSC*Supply Ordering for BSC*Copier / Printer maintenance and repair scheduling for BSC

· The primary functions of this team are to effectively and efficiently feed our transaction processing teams with input from our CALS departments.  Additionally, this team will be responsible for all scanning and ensuring accuracy and completeness of the scanned document.
Q:  If I have any questions concerning mail, faxing documents, etc. to the CALS BSC, who should I contact?

A:  Please contact the CALS BSC Customer Service team with any questions or visit our CALS BSC website at http://www.cals.cornell.edu/cals/faculty-staff/bsc/index.cfm.  The Customer Service team can be contacted by phone or email.  There will be a customer service representative available Monday – Thursday 8-5 and then Friday 8-4.

· Phone:  607-254-4272 (4-4BSC)
· Email address: calsbsc-custsrvc@cornell.edu (it would be very helpful to the Customer Service team in order to provide you prompt attention if you could put your department number or department name and a good concise description of your question as part of the “subject” line)
Q: How should I send mail to the CALS BSC?

A:  The folders that you currently use to send documents to the CALS BSC have not changed.   We would like to request that if you are sending documents related to a customer service inquiry, that you put these documents in a Cornell interoffice envelope directed to customer service to assist us in getting this information to the customer service team timely.

Q:  What is the CALS BSC fax number?

A:   The main general CALS BSC fax number is:  607-254-2790
       The secure fax number for W-9 forms is: 607-254-2912
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Revenue/Metrics Services
Q:  What services are provided by the Revenue/Metrics team? 
A:  Services: Gift Processing / Cash and Credit Card Receipts / Deposits*External / Internal Billings*Merchant Account Certification / Services*Cell Phone Certification and Tracking*Metrics Data Gathering / Audit / Posting and Submission to University BSC*Petty Cash*JEMS - Internal Billings*Budget Office Adhoc Projects
· The processing of deposits sent to the CALS BSC will transition from various staff members at the BSC to George Barrera.  All deposits will continue to be forwarded by Loomis to the CALS BSC at 409 College Ave., 3rd Floor, Ithaca, NY  14850. 

· External and internal billings will transition from Lisa Marsh to George Barrera.  Please send any requests to our new dedicated special email mailbox at calsbsc-revenue@cornell.edu. 

· In the next few months, we will be relocating George to Roberts Hall and these services will be performed there.  
· Petty cash will transition from Lisa Marsh to George and eventually will be available centrally when he moves to Roberts. 

Q:  If I have any questions concerning the revenue/metrics team, who should I contact?

A:  Please contact the CALS BSC Customer Service team with any questions or visit our CALS BSC website at http://www.cals.cornell.edu/cals/faculty-staff/bsc/index.cfm.  The Customer Service team can be contacted by phone or email.  There will be a customer service representative available Monday – Thursday 8-5 and then Friday 8-4.

· Phone:  607-254-4272 (4-4BSC)
· Email address: calsbsc-custsrvc@cornell.edu (it would be very helpful to the Customer Service team in order to provide you prompt attention if you could put your department number or department name and a good concise description of your question as part of the “subject” line)
Q:  Can I call George Barrera directly with questions regarding internal/external billings?

A:  Yes, you may contact George directly at (607)254-2267 if you have a specific question or confirmation on a billing or deposit.
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