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Our New Customer Service Rep 

Please help me welcome our newest 
Customer Service Representative 

 

Elizabeth Dawson  



Customer Service Facts  

• How many phone calls did the BVM 
Customer Service Department receive 
in June, July and August of 2014??? 

 

• A – 6470 
• B – 992 
• C – 2425 
• D - 9251 



The correct answer is: 
 

A- 6470 
 

That’s over 100 incoming calls every day.   
That is why it is so important to have your Unit number ready 

when you call the Customer Service Department.  

Answer 



Customer Service Facts 

• How many oil changes were processed 
by the BVM Customer Service 
Department from October 1st, 2013 
through September 30th, 2014? 

 

• A – 913 
• B – 2988 
• C – 5553 
• D - 7924 



Answer 

The correct answer is: 
 

D- 7924 
 

That’s over 660 oil changes per month! 
The average cost of an oil change is about $36.35 X 660 = 

$23,991 Per month or $287,892 Per year.  
Every dollar spent on maintenance adds up. 



Customer Service Facts 

• How many work orders were processed 
by the BVM Customer Service 
Department from October 1, 2013 until 
September 30th, 2014? 

 

• A – 5,831 
• B – 12,677 
• C – 21,761 
• D – 29,599 
 
 



Answer 

The correct answer is: 
 

C – 21,761 
 

That’s over 1800 work orders per month, 87 work 
orders per day.  That is why it is so important to 

use the fax cover page.     



GM Service on 2014’s - Review 

• 2014 Chevrolet or GMC will be covered by 
a new maintenance program that includes 
certain scheduled services for two years or 
24,000 miles. 
 

• For most 2014 vehicles, Chevrolet, Buick 
and GMC dealers will complete an oil and 
filter change, four-wheel tire rotation, and 
conduct a 27-point vehicle safety 
inspection. 



GM Service on 2014’s Review 

• Any free service on a 2014 Chevrolet or 
GMC still requires a work order. 
 

• We must receive a final invoice, even 
though there is no charge, to document the 
maintenance history of the vehicle.   
 

• An oil change is only done if the oil levels 
and quality is deemed acceptable by the 
dealer. 



New Driver training Review  

 
• When a new driver is assigned a vehicle, 

the liaison should instruct the driver on 
the proper procedures to follow when their 
car needs maintenance or repair. 

 
• New drivers should also be instructed on 

what to do in the case of a breakdown on 
the side of the road or an accident.    
 



New Drivers – Fax Cover Page 

• New Drivers should be instructed 
where to find the Fax Cover Page. 

 

• The Fax Cover page should be used 
for estimates and invoices for any 
repairs and Maintenance.   

 

• The fax cover page can be found on 
the DGS Website under 

Vehicle Management 
Forms  



 



After hours emergencies  

• If you have a breakdown after hours and 
you need a tow truck, it is no longer 
necessary to call the after hours 
emergency phone. 
 

• All emergency towing vendors are listed 
on the DGS website under  

 

• Vehicle Management 
Maintenance / Accidents    
Towing 
 



 



 



 





 



Snow Tires  

• If your drivers need snow tires, 
please start making arrangements to 
get them now.   

 

• Email me a list of the units who are 
authorized to receive snow tires. 

 

• All requests for snow tires require 
automotive liaison approval.   



Did you know??? 

• You are 3 times more likely to hit a 
deer with your car in November than 
you are between Feb 1st and August 
31st. 

• October is the 2nd worst month for 
deer/vehicle accidents. 

• December is the 3rd worst.   
• In 2012, the average cost to repair a 

deer related accident was $3305.  



Questions? 

•Any Questions? 



AUTOMOTIVE LIAISON 
MEETING 

Claims Division 
Thais Boland 

 
October 22nd, 2014 

 



New Reporting Procedures 

• Call 1 877-347-9966, option #5 
• Accident # assigned 
• Use our resource account for STD-

541, estimates and invoices: 
ra-gsbvmclaimsdiv@pa.gov 

• Copy BRIM when submitting STD-
541: 

ra-bvm541@pa.gov  

mailto:ra-gsbvmclaimsdiv@pa.gov
mailto:ra-bvm541@pa.gov


Accident Cover Sheet 



Towing due to Accidents 

• Use approved vendor whenever 
possible 

• Driver must notified BVM 
immediately when the vehicle is not 
drivable 

• Photos of the damage 
• Goal is to avoid/reduce storage fees 
• Storage/towing for 2 total losses in 

Sept = $2,337.00 
 



Towing/Storage - Example 



63’D - Example 



Fleet Policy – Accident Reporting 

• STD-541 within one business day from 
accident date (49 out of 101 in Sept) 

• 3 estimates within 10 business days of 
accident date (12 not rec’d from Sept) 

• If vehicle is not drivable, only 1 estimate 
required 

• Repairs completed within 30 days from 
estimate date (must be approved by BVM 
first) 



Driver Accountability  

• STD-541 must be completed in full 
• STD-541 typed and not hand written 
• If police report exists, please make sure report 

# is on 541 and attach copy  
• Pictures are very important! 
• Driver and liaison signatures   
• Glass only goes to Customer Service not 

Claims Division 
 
 



Accidents - Totals 

• August Totals: 
 $88,615 
 78 reported accidents 
 2 total losses – 1 at fault 

• September Totals: 
 $71,370 
 101 reported accidents 
 2 total losses – 1 at fault 

*Not including WFE (12) or totaled  
 



September Totals 

• Total Accidents: 101 
PF: 57 
SF: 44 

• Total Cost: $71,370 ($707/avg per accident) 
PF: $44,697 
SF: $26,673 

• Total At Fault: 40 
PF: 16 
SF: 24 

• Total Cost At Fault: $28,043 
PF: $11,455 
SF: $16,588 



Causes of Accidents 

Distracted Driving is again the most common 
cause of accidents 
 

11 



Safe Driver Training 

• Offered by the Defensive Driving National 
Safety Council DDC-4 

• Fast paced 4 hour driver improvement 
program 

• Available to all Commonwealth employees 
• In ESS: Defensive Driving NSC DDC-4 
• Increase awareness and enhance 

defensive driving techniques 
• At Fault list sent to auto liaisons? 

 



AUTOMOTIVE LIAISONS 
MEETING 

M5 System Administration 
October 22, 2014 



Future Initiatives  

• Audits 
Confidential Plate Audit 

 Planning on making this a yearly audit 
 
 Confidential License Plates shall be issued only 
for Commonwealth Fleet vehicles assigned to 
designated agency heads and employees assigned to 
perform undercover or investigative work.  

Commonwealth Fleet Procedures Manual 615.3 
 



M5 Upgrade 

• V3.0.0G 
 
• Biggest change effecting users is 

IEv10 support 
 
 



Electronic STD-554 

• Electronic STD-554 
 New Electronic version assists with 
reporting commute usage 
 NOT CHANGING the version or the 
layout of the report, just some 
functionality.   
 9/1/11 still valid version 



Commute Usage 

• Don’t spend too much time trying to 
figure out what you may have done 
wrong when you get an error 

95% of errors can only be fixed by M5 
Administrators 
 Double check to make sure that you 
didn’t make a data entry error 
  Send error to M5 Administrator eMail 
account 



Commute Usage 

• Review your passenger list 
 If you know that there is a unit that 
you are sure was turned in (STD-556) 
let us know 
 After we validate that we did receive 
paperwork and the unit, we will take it 
off of your reports 



Commute Usage Errors 

Commute Usage Error Quiz!! 



Commute Usage 



Commute Usage 

• If there is an error, immediately send a 
screen shot error and a scanned copy of 
the STD-554 to M5 Administrators 
 



M5 System Administration 

• William Ward 
 wilward@pa.gov 
 717-346-3344 

 
• Commute Usage Information: 

Currently there are 85 outstanding entries 
Deadline – 10 am on Monday, November 17 
 

 

mailto:wilward@pa.gov


AUTOMOTIVE LIAISONS 
MEETING 
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        WEX CARD PROFILES 

 



    CAR DETAILING PROFILE 

 



           BVM STANDARD 

 



          PRODUCT LIMITS 

• 1. Allows you to change fuel limits. 
• 2. Purchase Car washes 
• 3. Purchase a quart of oil (not an oil 

change). 
• 4.Purchase wiper blades  (not 

replace wiper arm) 
• 5.Purchase washer solvent 

(Maximum $50.00.) see profile 
limit 



             AUTHORIZATION 

• All automotive officers have the 
ability to change the profile on any 
card. 

• Process: Call up the unit number.    
•              Open (Change Profile) 
•              Select appropriate Profile 
•              APPLY THE PROFILE 
• Only change profiles when necessary 



      WEX CARD ACCEPTANCE 

• The WEX card is accepted at 95% of 
all major fuel retailers. 

• The WEX card can be used to buy a 
car wash, washer fluid, wiper blades, 
without buying fuel. 

• Independent car washes accept the 
card. WEX will contact independent’s 
and sign them up.(send us the info.) 



   TRANSACTION INVOICING 

• All general purchases will be listed as 
a separate transaction on your 
invoice. 

• You may see car washes etc. listed 
as general merchandise depending 
on the vendors software. Some will 
spell it out. 



     ACCEPTING LOCATIONS 

.Select (RESOURCE TOOLS) in the 
task bar. 
.Go to accepting locations. 
.Select fuel and service locations. 
.Drop down box will open and you can 
select your preferences. 
.Criteria: City, State, Zip Code. 



                QUESTIONS 

                   

                           ? 
 
                          
                  THANK YOU 
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Operations and Maintenance 

• Randy Tomlinson 
rtomlinson@pa.gov 
717-783-3088 
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Operations and Maintenance 

Commonwealth Garage   
 
 
 We do accommodate “waiters”.  BUT, if they come later in 

the day they will have to “wait” for a bay to become 
available.  To ensure the quickest service try to be here 
first thing in the morning (7:30am)   

 Make sure key fobs are left with the vehicle while it is here 
for service.  If we are programming a new key, or have to 
do a computer update normally the PCM (Power Control 
Module) needs programed, which requires us to reprogram 
the keys and fobs.    



Operations and Maintenance 

Garage Continued 
 
 Please remind your drivers: 

 Oil changes on the new cars (specifically 2012 and newer) are based 
off of the vehicle oil life monitor system, not the old school 
3,000/5,000/or 7,500 base LOF schedules.  This equals less oil 
changes during the life of the car, saving you time and money $$$  

 If your car requires synthetic oil, we must use synthetic oil when doing 
the oil change, it’s not an option (it is more expensive, BUT you do get 
longer life thus being able to go longer between oil changes) 

 Drivers are responsible for checking fluid levels, lights, tire pressures 
etc. between services. 
 
 

 
  



Operations and Maintenance 

Garage Continued 
 

 If washer fluid is needed you can no longer dispense it at 
the fuel island.  Please come in and see the service desk, 
they will assist you!  

 We still perform a free winterization/courtesy check while 
your vehicle is in for an oil change.  This service includes 
checking all fluid levels (including antifreeze strength), 
brakes, tires and wipers.    
 
 

 

 
 
 



Operations and Maintenance 

Vehicles Replacements 
 

 
 There are only 80 more 2008’s to swap out this year!!  

These will be completed by December ‘14 
 Next year we only have approximately 200 2009’s to swap 

out!!!  ‘09 swaps will start in early ‘15 
 High mileage swaps will be starting on newer units…. 
 When completing and submitting STD 556’s please make 

sure the equipment #’s match the vehicle information (title 
#, VIN, make, model, etc)  

 Most common things left in turn-in vehicles; EZPass’, 
parking passes and CD’s – do a thorough check!  
 

 
 

 
 



Operations and Maintenance 

Enterprise Rentals 
 

 Rentals: should only be made for the following vehicle 
classes; compact, intermediate or standard ($32/$34 per 
day) unless an upgrade is approved by your supervisor for 
a specific business need.   

 Confirmation Emails:  Please make sure your agency has 
this set up so it fits your needs/size etc.  This can be a 
VERY helpful tool to ensure that rentals are not being 
abused and proper classes are being rented.  It gives the 
agency a chance to review a rental BEFORE it takes place. 
 We will be sending out a list shortly informing you who is currently 

listed as the email confirmation receivers for your agency.    

 
 

 
 



Operations and Maintenance 

 
 
  Questions and Comments?  

 
 

Thank you!  
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