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Q: Q: Q: Q:     How can I save money with this program?How can I save money with this program?How can I save money with this program?How can I save money with this program?    
A:        Employees are not required to pay income, Social Security or FICA taxes on money that is used to 

pay for commuting expenses. Assuming a combined tax rate of 40%, you can save $1104 per year 
on transit expenses of $2760.  You can save another $1104.00 per year on parking expenses of 
$2760. That's like getting 4 months for free! 

 
Q: Q: Q: Q:     What other benefits does it give me?What other benefits does it give me?What other benefits does it give me?What other benefits does it give me?    
A:  In addition to the tax savings, you will also benefit from the convenience of online ordering and 

home delivery. No more standing in line to buy tickets! No more waiting for reimbursements! Your 
desired fare passes or tickets will be sent directly to your home. You can also set up your order to 
be recurring, so you don't have to do anything until you want to cancel it or make a change. 

 
Q: Q: Q: Q:     What expenses can be pWhat expenses can be pWhat expenses can be pWhat expenses can be prererere----tax?tax?tax?tax?    
A:  Public transportation, vanpools or commuter highway vehicles, and parking at or near your place of 

employment are all eligible pre-tax expenses. In addition, parking at a location from which you 
commute to work, including by public transit, vanpool or carpool, is also a qualified expense. 

 
Q: Q: Q: Q:     What expenses are notWhat expenses are notWhat expenses are notWhat expenses are not    included in this program?included in this program?included in this program?included in this program?    
A:  Under the law, mileage, tolls, fuel, and carpooling are not part of this program. Business travel and 

other reimbursed expenses are also excluded from this benefit. 
 
Q: Q: Q: Q:     What are the monthly preWhat are the monthly preWhat are the monthly preWhat are the monthly pre----tax limits?tax limits?tax limits?tax limits?    
A:  For 2009, the monthly pre-tax limits are $230 for transit and vanpool expenses, and $230 for 

parking expenses. If you pay for parking and for transit, you can take advantage of both sides of this 
benefit. These limits are set by the federal government and are subject to change annually. 

 
Q:Q:Q:Q:    How do I place my order?How do I place my order?How do I place my order?How do I place my order?    
A:  You can place your order online through your benefit enrollment website. Once you've selected 

your metropolitan area, you can choose your transit or parking provider and the type of pass/ticket 
you need. 

 
Q: Q: Q: Q:     Do I need to submit any receipts?Do I need to submit any receipts?Do I need to submit any receipts?Do I need to submit any receipts?    
A:  You do not need to submit any receipts when you order your passes online. 
 
Q: Q: Q: Q:     Can I order the exact pass that I use now?Can I order the exact pass that I use now?Can I order the exact pass that I use now?Can I order the exact pass that I use now?    
A:  Absolutely, we offer more than 100,000 different types of tickets and passes. Most likely, we have 

exactly what you need for your transit or parking provider. If you don't see what you need, contact 
us and we'll add it for you. 
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Q: Q: Q: Q:     What happens if my pass doesn't arrivWhat happens if my pass doesn't arrivWhat happens if my pass doesn't arrivWhat happens if my pass doesn't arrive in the mail?e in the mail?e in the mail?e in the mail?    
A:  If you do not have your pass in hand to use as of the first day of the month, simply purchase the 

pass you need and submit a refund form so you can be refunded for that expense.  This form must 
be submitted by the 10th of the benefit month.  To download the refund forms go to the help tab 
within the ordering site. 

 
Q: Q: Q: Q:     When are transit refunds processedWhen are transit refunds processedWhen are transit refunds processedWhen are transit refunds processed????    
A: Transit pass refunds are processed on Fridays. 
 
Q: Q: Q: Q:     How far back do we keep theHow far back do we keep theHow far back do we keep theHow far back do we keep the    pppparticipant’sarticipant’sarticipant’sarticipant’s    orders in the system?orders in the system?orders in the system?orders in the system?    
A:  There’s no limitation in this regard. 
 
Q: Q: Q: Q:     WWWWhat happens if my transit passhat happens if my transit passhat happens if my transit passhat happens if my transit pass    rate increases?rate increases?rate increases?rate increases?    
A: If you have a transit pass order in the shopping cart and the transit pass rate increases, your 

shopping cart will be updated to reflect the new rate. The system will automatically generate an 
email to the participant. 

 
Q: Q: Q: Q:     What happens after I submit my transit order?What happens after I submit my transit order?What happens after I submit my transit order?What happens after I submit my transit order?    
A:    Your transit pass will be sent to your address on file. Your pass is mailed by the 23rd of the month 

for use the following month. 
 
Q: Q: Q: Q:     WhatWhatWhatWhat    if I do not know what type of transit pif I do not know what type of transit pif I do not know what type of transit pif I do not know what type of transit pass I normally purchase?ass I normally purchase?ass I normally purchase?ass I normally purchase?        
A:  After you select the transit authority you use, a table of available transit passes will display at the 

bottom of the screen. If you are not sure what pass you normally purchase, you can visit the transit 
authority's website, by clicking on the Hyperlink immediately above the transit table. Please note: 
you must exit from the transit authority's website before continuing your order.  

 
Q:Q:Q:Q:    What if I receive the wrong pass in the mail?What if I receive the wrong pass in the mail?What if I receive the wrong pass in the mail?What if I receive the wrong pass in the mail?    
A:  Call customer service as soon as you receive the incorrect pass.  Please make sure not to use the 

pass in any manner. 
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Q:Q:Q:Q:    I cannot find my transit aI cannot find my transit aI cannot find my transit aI cannot find my transit authority.uthority.uthority.uthority.    

A:    If the transit authority is not located under the appropriate GMA, the employee will need to locate 
the area, which reads, “If you cannot find your provider, click here” and click on the link to be 
directed to the page to add the missing provider. Most providers are updated within 1 to 2 weeks 
of submitting request, and e-mail notification is issued to the employee to update on the status of 
request. 
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Q:Q:Q:Q:    I cannot find my parking pI cannot find my parking pI cannot find my parking pI cannot find my parking providerroviderroviderrovider....    

A: If the parking provider cannot be located under the search field, the employee will need to locate 
the area, which reads, “If you cannot find your parking provider, click here” and click on the link to 
be directed to the page to add the missing provider. We strive to update all provider requests in a 
timely manner; in the event that it is not processed prior to the cut-off date, an email will go to the 
participant either requesting additional information and or a Commuter Check payable to the 
parking provider.  If the request has been processed, the parking order will be processed.  

 

 

 
 
 
 

 
Q:Q:Q:Q:         I cannotI cannotI cannotI cannot    find the address of my parking operator.find the address of my parking operator.find the address of my parking operator.find the address of my parking operator.    
A: Our system keeps track of parking operator’s billing addresses rather than parking lot locations. 

If you do not find your location lot, it may be because the billing address is different.  Please search 
via the billing address (where payments are sent) rather than the lot location (where you physically 
park your car). 
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Q:  Q:  Q:  Q:          I cannot find my parking operator’s name.I cannot find my parking operator’s name.I cannot find my parking operator’s name.I cannot find my parking operator’s name.    
A:    You will get the best results if you search with the most general word(s) in your parking operator 

name. For example, if your parking operator is City of Springfield Parking Authority, then you 
would enter “Springfield” as their search word. Or if your parking operator is Central Parking of 
Louisiana, search for “Central”. 

 
Q: Q: Q: Q:     My parking operator is not listed.  How do I order?My parking operator is not listed.  How do I order?My parking operator is not listed.  How do I order?My parking operator is not listed.  How do I order?    
A:  If you cannot find your parking operator, you can still proceed with ordering. You need to click on 

the link, below the search results, that says: “If you cannot find your parking provider’s name listed 
above, click here.” Then you can proceed with ordering as usual. 

Q:Q:Q:Q:    What happens after I complete my order? What happens after I complete my order? What happens after I complete my order? What happens after I complete my order?     
A: We will work to verify the accuracy of your submitted information by contacting the parking provider 

by using the contact information you provided.  If the parking provider's payment details are 
confirmed as accurate, your payment will be sent directly to the parking provider. 
If we cannot find your parking provider or if the information you provided is inaccurate, then your 
parking payment (a parking voucher made payable to the parking provider) will be mailed to your 
home address on file, and you will be responsible to then provide this parking voucher to your 
parking provider.  

    

Q:Q:Q:Q:    I I I I signed up for a direct pay order. Am I guarantesigned up for a direct pay order. Am I guarantesigned up for a direct pay order. Am I guarantesigned up for a direct pay order. Am I guaranteed a parking space at the lot?ed a parking space at the lot?ed a parking space at the lot?ed a parking space at the lot?    
A: No. Signing up for a parking order only creates a payment mechanism. The participant must set up 

their parking account with their parking operator.   This is why the participant must check the 
statement “I have an existing monthly parking relationship with my parking provider” in order to 
proceed with their order. 

 
Q:Q:Q:Q:    What happens if I What happens if I What happens if I What happens if I do notdo notdo notdo not    have an account number?have an account number?have an account number?have an account number?    
A: If a participant does not have an account number, they can enter their last name. 
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Q:Q:Q:Q:    How can I make changes to my information?How can I make changes to my information?How can I make changes to my information?How can I make changes to my information?        
A: Log into your account and select the my account tab which is located on the left hand navigation 

and update your information there. 
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Q:Q:Q:Q:    Where can I find help?Where can I find help?Where can I find help?Where can I find help?    
A:    You can access many answers to your questions, help topics and claim forms by accessing your 

account and selecting the help menu item from the left hand navigation.   

 
 
 
Q:Q:Q:Q:    How can I cancel my order or edit my recurring options?How can I cancel my order or edit my recurring options?How can I cancel my order or edit my recurring options?How can I cancel my order or edit my recurring options?    
A:  From your ordering home page – click on either edit recurring options or delete entire order. 
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Q:Q:Q:Q:                 The system won’t accept the payment amount I am enThe system won’t accept the payment amount I am enThe system won’t accept the payment amount I am enThe system won’t accept the payment amount I am entering.tering.tering.tering.    
A:  When you enter your payment amount you need to enter it without    a dollar sign. If you enter a 

dollar sign, you will not be able to proceed. 
 
Q:Q:Q:Q:    I unchecked all future months, why did I start receiving orders again?I unchecked all future months, why did I start receiving orders again?I unchecked all future months, why did I start receiving orders again?I unchecked all future months, why did I start receiving orders again?    
A: Un-checking a month under “recurring options” only prevents processing for that month. To 

cancel your order, you must either click “delete entire order” or “remove order” from the order 
section of the transportation benefits home screen. 

A:A:A:A:    How does the system work?How does the system work?How does the system work?How does the system work?    
Q: The Commuter Benefits ordering system is structured to store your monthly orders in a shopping 

cart, and then finalize the pre – tax and post – tax amounts at the end of the monthly ordering 
period. 

 
Q: Q: Q: Q:     CCCChecks for cash reimbursement hecks for cash reimbursement hecks for cash reimbursement hecks for cash reimbursement ––––    when are these processed?when are these processed?when are these processed?when are these processed?    
A.: Checks are processed 2x a month. 
 
Q: Q: Q: Q:     Do I have to remember to Do I have to remember to Do I have to remember to Do I have to remember to place my order each month?place my order each month?place my order each month?place my order each month?    
A:  You can set your order up as recurring, meaning that we'll automatically process it each month until 

you notify us otherwise. We can also send you an email each month reminding you that you have an 
order in the system, and prompting you to re-enter the site if you need to make a change. 

 
Q: Q: Q: Q:     If there is a costIf there is a costIf there is a costIf there is a cost    to get a new pass in the event that I to get a new pass in the event that I to get a new pass in the event that I to get a new pass in the event that I lost mine, does this charge come lost mine, does this charge come lost mine, does this charge come lost mine, does this charge come from from from from 

my premy premy premy pre----tax dollars or posttax dollars or posttax dollars or posttax dollars or post----tax dollars?tax dollars?tax dollars?tax dollars?    
A: Some passes do require a fee.  This fee is mandated by the transit authority.  The fee comes out of 

the participant’s post-tax dollars. 
 
Q: Q: Q: Q:     What should I do if my pass arrives after I purchase a replacement pass?What should I do if my pass arrives after I purchase a replacement pass?What should I do if my pass arrives after I purchase a replacement pass?What should I do if my pass arrives after I purchase a replacement pass?    
A:  If your pass arrives after you have purchased a replacement pass, you MUSTMUSTMUSTMUST return the pass to us.  

Include the unused pass in an envelope marked “Customer Service – Lost Pass”.  Sample of the 
form is on the next page.  You can access this form and many answers to your questions, help 
topics and claim forms by accessing your account and selecting the help menu item from the left 
hand navigation.   

 



www.commutercheckdirect.com 

888.235.9223 

Employee FAQs 

Page: 11111111 

    
    

USA Headquarters  51 Water Street  Watertown, MA 02472 857.228.1400USA Headquarters  51 Water Street  Watertown, MA 02472 857.228.1400USA Headquarters  51 Water Street  Watertown, MA 02472 857.228.1400USA Headquarters  51 Water Street  Watertown, MA 02472 857.228.1400    
© Accor Services 2008© Accor Services 2008© Accor Services 2008© Accor Services 2008    
Confidential DocumentConfidential DocumentConfidential DocumentConfidential Document    

    

Attn: Customer Service Attn: Customer Service Attn: Customer Service Attn: Customer Service ––––    Lost PassLost PassLost PassLost Pass    
P O Box 70P O Box 70P O Box 70P O Box 70    

New Town, MA  02456New Town, MA  02456New Town, MA  02456New Town, MA  02456    
Refund Claim FormRefund Claim FormRefund Claim FormRefund Claim Form    

Your claim is important to us. To ensure your refund is handled to the best of our ability, we ask that you fully and accurately 
complete this Claim Form. We have provided guidelines below to assist in the process. 
 
Participant’s Responsibility in Seeking a Refund:Participant’s Responsibility in Seeking a Refund:Participant’s Responsibility in Seeking a Refund:Participant’s Responsibility in Seeking a Refund:    
    

• Notify the Customer Service department of your benefit administrator by the 3rd of the benefit month. 
 

• You must purchase the same transit product(s) as ordered and submit a photocopy of the receipt as proof of purchase 
with the claim form. 

 
• If the incorrect product was sent in error you are required to return that product by mail. 

 
• In order for the claim to be considered for a refund, this form, a photocopy of the replacement pass receipt and the 

incorrect product (if applicable) must be submitted and received no later than the 10th of the benefit month. Claim forms 
can be mailed or faxed to the following: 

 
Mail to:Mail to:Mail to:Mail to:    Attn: Customer Service Attn: Customer Service Attn: Customer Service Attn: Customer Service ––––    RefundsRefundsRefundsRefunds        Fax to: 617Fax to: 617Fax to: 617Fax to: 617----904904904904----1680168016801680    

PO Box 70PO Box 70PO Box 70PO Box 70    
New Town, MA 02456New Town, MA 02456New Town, MA 02456New Town, MA 02456    

    
PPPPllllease select one of the following requests:ease select one of the following requests:ease select one of the following requests:ease select one of the following requests:    

o I never received my Commuter Benefits order in the mail 

o I received the incorrect product(s)  

o Other  ____________________________________________ 

Please enter the Reference Number of your Commuter Benefits Order:Please enter the Reference Number of your Commuter Benefits Order:Please enter the Reference Number of your Commuter Benefits Order:Please enter the Reference Number of your Commuter Benefits Order:    ______________________________    
  *This number can be found in your confirmation email or in the fulfillment letter enclosed with your order. 
 
Please complete the Please complete the Please complete the Please complete the Commuter Benefits order information below:Commuter Benefits order information below:Commuter Benefits order information below:Commuter Benefits order information below:    
    

Transit Authority ______________________________ Transit Product _____________________  Quantity _____ 
 
Please complete your personal information below:Please complete your personal information below:Please complete your personal information below:Please complete your personal information below:    
    

Name ______________________________________________ Employer _______________________________ 
 

Address 1   _________________________________________ Phone Number __________________________ 
 

Address _________________________________________ 
 

City _________________________________________ 
 

State_______  Zip _____________ 
 
Statement of Acceptance:Statement of Acceptance:Statement of Acceptance:Statement of Acceptance:  (please check box to verify acceptance) 
 
 I have read and agree to the above Participant Responsibilities required to receive a refund. I further acknowledge that I did not 
receive my Commuter Benefits order in the mail OR I received the incorrect product. I understand that providing inaccurate or 
incomplete information will disqualify me from receiving my refund.  I understand that submitting this form does not guarantee a 
refund, and that refunds will be determined by the policy set by my employer, benefit provider, and cooperating Transit Authority.   

 
Signature    ____________________________________________________________________________________________________________________________________________________________________________________________________Date ____________________Date ____________________Date ____________________Date ____________________    Form 022 Rev 0 (09/23/08)Form 022 Rev 0 (09/23/08)Form 022 Rev 0 (09/23/08)Form 022 Rev 0 (09/23/08)    


