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4.1.1 Determine amount to be paid on power bill or official receipt. Separate 
GPA bills from GWA and GSWA bill(s). Inform customer that it will be 
processed separately.  

 
a) Verify the customer account to ensure the amount due matches 

what’s in the Customer Care & Billing System (CC&B). If more 
than one bill, calculate totals, one for GPA and one for GWA. Tell 
the customer the total amount due. 

b) If the customer does not have their bill, use the dummy coupon 
(See Exhibit 1 - GPA and GWA Dummy Coupon). Must fill out the 
Account Number, Customer Name, and Amount paid. 

#  c)   For GSWA, the customer must provide a copy of the bill for it to be   
          processed. 

 
4.1.2 Mode of Payments Acceptance  
 

4.1.2.1 Cash Payments - Count and verify the monies, use 
counterfeit pen to identify counterfeit bills, specifically on the 
100 dollar bills, and run it with the money counter as second 
layer in detecting counterfeit bills. Write the breakdown of 
the cash received on the coupon.  If you receive a series of 
payments from the same customer which exceeds $10,000, 
it must be reported on Form 8300 (See Exhibit 2) and submit 
to the Controller’s office for reporting. 

 
4.1.2.2 Check Payment - Cashier shall examine all checks at the 

time it is presented for payment. (Refer to SOP-070 
Acceptance of Payment by Checks). 

 
4.1.2.3 Credit / Debit Card Payment - VISA, Master Card, Discover 

and Debit Card are accepted.  (See Exhibit 3 – Credit Card 
& Debit Card Guidelines) Ensure to verify valid ID of the card 
holder otherwise an original power of attorney authorizing 
the person to use the card is required. 
a) In the event that a Cashier swiped the credit card into a 

wrong machine (example: GPA transaction processed 
on GWA credit card machine or vice versa) the cashier 
is required to fill up the Electronic Fund Transfer 
Adjustment Request Form (See Exhibit 4) with all 
supporting documents (customer’s coupon and credit 
card receipt). 
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b) Cashiers are not allowed to void any debit or credit card 
transactions without the authorization from the customer. 
Voided transaction on Debit/Credit will result on hold of 
funds on the customer’s Debit/Credit card account. 

 
4.1.2.4 Commercial accounts - can be paid with Master Card credit 

or debit card for payment without any threshold. (CCU 
Resolution 2017-30 dated 07/25/17) 

 
4.1.2.5 Validate the customer’s bill and key in the account number 

and amount paid in the POS system.  
 
4.1.2.6 Stamp “Paid” on the customer’s and GPA’s/GWA portion of 

the official receipt (O.R.) or bill. 
 
4.1.2.7 Determine customer change, if applicable. 
 
4.1.2.8 Write the tender amount of the return change on the O.R. 

or bill. 
 
4.1.2.9 Give the customer’s stamp paid bill together with the POS 

generated receipt. Retain GPA portion of official receipt or 
bill. 

 
# 4.2 Cash Change - All Cash Change request from internal (GPA & GWA 

employees) and external customers is limited to $100.00 per transaction. 
Change of cash from small bills to bigger bills or inversely must be 
conducted in the customer line. Change of cash inside the Cash 
Management workstations, back office, and inside the drive thru are 
prohibited. All cash change must be logged and initialed by the head cashier 
and is limited to two times a month per internal and external customers. 

 
4.3 Cancellation/Voiding of Payment Transaction – All cashiers are required to 

obtain an approval from the Head Cashier prior to cancellation or voiding of 
transactions. Head Cashier and the cashier must initial on the coupon 
thereafter and log the transaction on the Cancellation/ Void Log Form. (See 
Exhibit 5).  Head Cashiers are required to obtain an approval from Cash 
Management Supervisor via email prior to cancellation of voiding of 
transactions. 

 
4.4 Bills Paid with no Stamp - In the event a customer comes back and demand 

to stamp paid their bill, the cashier shall validate if payment is received. 
Once confirmed, the cashier must seek concurrence from the Head Cashier 
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to stamp paid the bill. Cashier and Head Cashier must initial on the stamp 
paid bill. 
 

4.5 Bulk Payments - The Head Cashier is responsible in processing all bulk 
payments. Cash and Credit/Debit Card mode of payments must be process 
at the front line. Check Payments can be process in the back office using a 
different tender. However; the Head Cashier may designate a cashier to 
process the Bulk payments.  Head Cashier must document the assignment 
by using the Bulk Payment Authorization Log (See Exhibit 6). 

 
4.6 Checks, Cash, stamps, coupons, and other transactions must be secured 

at all times and shall never be left unattended. 
 
4.7 Official receipts shall be processed for all collections other than power bill 

payments. (See Exhibit 7 Official Receipt). 
 
Each Cashier’s section is provided with a pre-numbered official receipt 
booklet.  O.R.’s issued are distributed as follows: 
 
 WHITE:  Customer Services, Records Management 
    (Original) file in customer’s records. 
 PINK:   Accounting verifies against daily cash   
    summary and batch for reference file. 

BLUE: Accounting checks and balances with  daily 
cash collections (bid deposit-AP; other AR-Plant 
Accounting; and Collection Fees- General 
Ledger Section) 

 YELLOW:  Customer’s Copy. 
 

4.8 Cashiers shall perform the following guidelines while balancing: (Note:  All 
balancing must be done at the back office and not on the front line counter). 
 
4.8.1 Each cashier must commence balancing at their designated time 

within one hour for GPA, GWA, and GSWA. 
 
4.8.2 Cashier shall calculate all coupons for GPA and GWA separately; 

total collections for each agency should match the grand total on 
the Pay Portal. 

 
4.8.3 Calculate a separate total for all credit card, debit card transactions, 

cash and checks. Each total should match on the pay portal as well 
as the settlement report on the credit card and debit card 
transactions.  
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4.8.4 Official receipts shall be separated by their respective color code 
categories and forwarded accordingly. 
 

4.8.5 Write all the total on the balancing sheet (See Exhibit 8 - Cash 
Management Cashier Balancing Sheet). 

 
4.8.6 The official receipts and cash receipts grand total shall equal the 

total deposit to the bank. 
 
4.8.7 Each Cashier shall prepare a deposit slip to the bank attaching the 

calculated run-up tape with checks.  Checks, cash, and cashier 
code are to be properly indicated on the deposit slip.  Total deposit 
should match total cash and checks from the Pay Portal. Cashier 
must use the proper deposit slip for GPA, GWA, and GSWA 
transactions.  

 
4.8.8 Cashier will then verify the Standard Change Fund of five hundred 

dollars ($500.00). 
  
4.8.9 There must always be double custody for all the monies prepared 

for deposit to the bank. The designated cashier shall complete the 
Balancing Sheet (Exhibit 8) to be reviewed and approved by the 
Head Cashier. 

 
4.8.10 All balancing shall be completed no later than the designated time 

within the same day by all Cashiers, including any additional mail 
payments and field collection. 

 
4.8.11 The designated Head Cashier shall compile and log all collections 

in the Armored Express Service Slip and place all deposits in the 
night bag.  Note: Head Cashier or designee shall always ensure 
that the night bag is locked and secured.  

 
4.9 The designated Head Cashier shall be responsible for the safeguarding of 

cash and area including:  
 

#  4.9.1  Securing the Cash Management area to include that safe and doors  
are locked at all times. Head Cashier must ensure that all Cash 
Management personnel’s belongings will be at their designated 
lockers at all times. 

 
4.9.2 Prepare, combine, and ensure that the Cashier’s Daily Collections 

and Month-to-Date (MTD) Collection Summary agree with the total 
deposit /credit made to the bank accounts.  
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4.9.3 Designated Head Cashier for GBN Building and Julale’s Satellite 
Office shall be responsible for keeping and maintaining pertinent file 
copies of the balancing sheets, deposit slips, and Armor Express 
Service receipts for reference and control purposes. 
 

4.9.4 Oversee securing of cash on hand at the end of the day and shall 
supervise Cashiers in handling of cash transactions. 
 

4.10 In the event of Cash Differences on the Cashier’s total collection, inclusive 
of change fund, such amount will be adjusted by the shortage or overage. 
(Cash Differences Policy Shortage/Overage) 
 

4.10.2 The Cashier must prepare an official receipt to properly record the 
overage or shortage on general ledger 44000.903030.100.  

 
4.10.3 The Cashier overage or shortage must be verified and acknowledge 

by the designated Head Cashier. 
   
4.11 In the event a Cashier must leave due to an emergency, the designated 

Head Cashier shall be responsible for said Cashier’s unbalance business 
as set forth in this standard operating procedure. 
 

# 4.12  Cashiers are not allowed to open (morning shift) by themselves without the 
presence of another Cashier or Cash Management staff.  Dual custody shall 
be observed when opening Cash Management area, doors, and safe. This 
applies to GBN Building, drive thrus, and Julale Satellite Office.  

 
# 4.13 Safe deposit box combinations will be changed as deemed necessary by 

the Cash Management Supervisor.   
 

 

5.0 RETURNED ITEMS 
 

Returned Items or Checks: Credit/Debit Chargebacks, ACH Returned had been 
previously accepted as payments and had been credited to the customer’s electric 
accounts and returned to GPA by the bank for insufficient funds or any other 
conditions. (See SOP-071 for proper handling of Returned Items.) 

 
  

6.0 MAIL PAYMENT  (Payment of bills received through the mail/postal service) 
 
6.1 If bill is mailed with payments, verify information on bill against the  
 check.  
 
6.2 If copy of bill is not enclosed, use information on the check to verify account 

of the customer on POS and prepare dummy coupon (See Exhibit 1). 
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6.3 Indicate account number at the memo line of the check if not noted.  
 
6.4 Provide a calculator tape showing a listing of each bill  Coupon amount 

with its total and stamp with the respective cashier’s mail- payment stamp. 
 
6.5 Compare coupon totals against check listing totals for balancing. 
 
6.7 Prepare a cashier’s daily collection summary.  Indicate for mail   

payment only. 
 
6.8 Prepare bank deposit slip and deposit checks to the bank. 
 
6.9 Stamp all checks with designated Deposit only to GPA Revenue Fund 

Acct#****. 
 
6.10 Forward prepared deposit slip and balancing sheet to the Head Cashier for 

custody and to secure in night bag for Armor pick-up. 
 

  

7.0 AGENT PROCESSING 
 

Payments accepted by the authorized banks or financial institutions. Agent 
coupons are pre-listed with a deposit slip and attached to a credit advice. 
 
7.1 Balance totals on Agent’s credit advice against bill coupon listing. 

 
7.2 Contact the appropriate agent and inform them of discrepancy or unbalance 

of coupons.  (Do not process until the discrepancy is resolved by the agent). 
 

7.3 Agent bill coupons shall be totaled, dated, and batched by agent    
identification. 
 

7.4 Agent Credit advice is batched showing their code and collection totals. 
 
7.5 Head Cashier will process the payments through CAPUP (Collection 

Agency Payment Upload Portal) and ensure total collection matched the 
credit advice from the collecting agent. 
 

7.6 Head Cashier will print the CAPUP Payment report with complete tender 
status and attached to the credit advice. 
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8.0  ON-LINE PAYMENTS, MOBILE APP, AND PAY BY PHONE/IVR.  
 

Payments accepted through on line (internet), mobile app, and Pay by Phone/IVR 
(automated Pay by Phone). These payments are posted in real time in the 
customer’s account. 

 
8.1 Unposted payments. Verify daily exception report and the Head Cashier to 

manually post payment in the customer’s account. 
 
8.2 Double payment. Verify daily exception report and payezee to verify the 

double payment. Check the customer’s account on CC&B if all payments 
are posted. Call the customer and give an option to refund the credit card 
only if the customer does not have a balance on their account or payments 
will stay as a credit balance to be applied on the next billing. 

 
8.3 Double Posting.  These are payments that post twice in the customer’s 

account but paid one payment only. Verify daily exception report and 
customers account on CC&B. Head Cashier will do the correction on CC&B 
and notate customer’s account. Payment Adjustment Notification will be 
mailed out to the customer.  (see Exhibit 9) 

 
8.4 All entries for Unposted, Double Payment, and Double Postings will be 

attached to the daily collection report for CM Supervisor’s review. 
 
 

# 9.0  DROP BOX PAYMENTS  
 

These are check payments dropped by Utility (GPA/GWA/GSWA) customers at 
the designated Drop Box. Drop box payments in Julale are to be processed by the 
assigned Head Cashier.   

 
9.1 Drop Payments must be picked up and processed three (3) times in a work 

day: 8AM; 12PM; and 3PM. 
 
9.2 For dual custody, two Cashiers must be present when drop payments are 

collected. 
 
9.3 Drop Box Payment Processing- Similar process as Mail Payments in 

Section 6. 
 

 
# 10.0  CUSTOMER REFUND REQUEST  
 

Head Cashiers are authorized to process a customer refund on all credit card/debit 
card payments with the following criteria: 
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10.1  Customer has a credit balance on his account due to an over payment. 
Customer have the option to apply the credit to the next month’s bill. 

 
10.2 Customer’s credit card was charged multiple times due to online error. 

Multiple online payments must be verified in the bank prior to processing 
the refund or a customer must provide proof of payment. 

 
10.3 Customer paid the wrong account. Customer may request a payment 

transfer or a refund. 
 
10.4 No customer refund is allowed on all subsidy or credit programs from the 

Federal or Local government.    
 
 
11.0 Counterfeit money 
 

Counterfeit money is imitation currency produced without the legal sanction of the 
state or government. Producing or using counterfeit money is a form of fraud or 
forgery.  (See GPA Procedures for handling Suspected Counterfeit Currency). 
 

 
11.0 Armored Car Service – Cash collections for deposits to the Bank is handled by 

Armored Car Services. 
 
11.1  Maximum authorized carriage, as declared on the customer’s receipt for 

any single deposit pick-up in one hundred fifty thousand dollars 
($150,000.00). 

 
11.2  Cash and checks for deposit shall be placed intact in the depository bag 

after verification by the designated Head Cashier.  
 
11.3  Armored Car service slip shall be completed, signed for acknowledgement 

by Armored Car services personnel.  
 
11.4  Schedule pick-up time is set whereby all depository night bags shall be 

ready for pick-up. 
 
11.5  Any discrepancies or loss of the depository bag shall immediately be 

reported to the designated Head Cashier, Controller, Bank and Armored 
Car Services.  Any lost deposit shall be reported within 24 hours to the 
Assistant General Manager, Administration and the Authority’s insurance 
carrier.  

  
 
Attachments:  EXHIBITS 
 



Exhibit 1   

GPA & GWA Dummy Coupon 

Dummy Coupon - When a paying customer doesn’t have a bill, use the dummy coupon and fill out the 
following information: Account Number, Customer Name and Amount Paid. Indicate the mode of 
payment:  Cash- write the breakdowns of cash tender receive; Check -write the Check number; Credit 
Card – write the type of Credit Card. 



Exhibit 2











Exhibit 3 

Credit Card Guidelines 

CREDIT CARD PAYMENTS 

1. Each cashier is issued with 2 credit card machines, one for GPA and GWA. Ensure that card is 
swiped to the correct machine.

2. On the Confirmation page, reviews if all information is correct then click Make Payment.
3. Commercial  accounts can be paid with Mastercard credit or debit card for GPA .
4. Residential class type class customers with commercial rate class are allowed to use credit card 

for payments.
5. For GWA, payment on commercial account is allowed up to $500.00.
6. Ensure it is the cardholder using the card with valid ID, otherwise an original power of attorney 

will be needed indicating the name of the credit card holder and the person authorized to use 
the card. Make copies of the power of attorney and the ID’s and attach to the cash balancing 
report 

Credit Card Guidelines 

The following is intended for quick reference for mostly common used transactions (prompts may 
vary) 

SALE OPTION 1 

1. Press Sale

2. Enter the amount

3. Insert chip card, swipe magnetic card or key account

4. If prompted,  Select Credit or Debit

5. If prompted, instruct the customer to enter their PIN on the PIN Pad

• The terminal goes on line and completes the transaction

• If approved, Receipts print

• Chip card: remove when prompted

SALE OPTION 2 

1. Insert Chip or swipe magnetic strip

2. Enter the amount



3. If prompted, Select Credit or Debit 

4. If prompted, instruct the customer to enter their PIN on the PIN Pad 

• The terminal goes on line and completes the transaction 

• If approved, Receipts print 

• Chip card: remove when prompted 

CREDIT REFUND 

1. PRESS Other 

2. Select Refund 

3. Enter the amount 

4. Input the card account 

5. If prompted, select Credit 

• Terminal completes the refund 

• Refund receipts prints 

VOID TRANSACTION 

1. Press Other 

2. Select Void 

3. Enter SEQ# from the receipt 

4. Confirm the transactions by selecting OK 

• The terminal performs the reversal 

• The terminal prints a void receipt 

REPRINT RECEIPT 

1. Press Other 

2. Select reprint 

3. Enter a transaction SQ# or press enter to reprint the last transactions 

• The Terminal re prints the receipts 



 

PRINT REPORTS 

1. Press Other 

2. Select Report 

3. Select Print Report 

4. Select the desired report type to print 

• Report Prints 

5. Press the red (X) key or the back button to return to start screen 

BATCH SETTLE 

1. Press Other 

2. Select Close Batch 

3. Review the screen, then select OK to confirm totals 

The device connects to the host and completes the batch settlement process 

 

 

*** For additional information and resources, please visit https://businesstrack.com/terminalguides 

 



Date: Control No.: 2023-CMA-00

Transfer From: GPA Transfer To: GWA

Customer Name: Customer Name:

Customer Account Number: Customer Account Number: 
Amount: -$  Amount: -$  

Transaction: Transaction: 

Prepared by: 

_____________________________
LILY SANTOS

Reviewed & Verified by:

___________________
Tiffany Quintanilla

Concurred by: Processed by / Date:

______________________ ______________________ 
Winnie Sharma

EFT / Adjustment Request

GUAM POWER AUTHORITY
ATURIDAT ILEKTRESEDAT GUAHAN

P O BOX 2977, AGANA, GUAM 96932-2977
Telephone:  671-648-3066 Fax: 671-648-3168

CASH MANAGEMENT 

Description or Justification:

Exhibit 4



DATE CASHIER NAME ACCOUNT NUMBER AMOUNT GPA GWA GSWA VOID CANCEL REMARKS
HC

APPROVA

CANCELLATION/VOID LOG
GPA CASH MANAGEMENT- FADIAN

Exhibit  5



DATE CASHIER NAME Account Name AMOUNT GPA GWA Cash CC/DC CK
Cashier's 

Initial
HC 

APPROVAL REMARKS

10/08/18 Staci Gogue Core Tech 500,000.00$       

BULK PAYMENT AUTHORIZATION LOG
GPA CASH MANAGEMENT- FADIAN

√ √
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DATE CASHIER NAME Account Name AMOUNT GPA GWA Cash CC/DC CK
Cashier's 

Initial
HC 

APPROVAL REMARKS

10/08/18 Staci Gogue Core Tech 500,000.00$       

BULK PAYMENT AUTHORIZATION LOG
GPA CASH MANAGEMENT- Julale

√ √ 
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GENERAL LEDGER ACCOUNT AMOUNT

Accounts Receivable Trade Private 142.10 x 1 -$  x 1 -$  x 1 -$  
Accounts Receivable Trade Govt 142.20 x 5 -$  x 5 -$  x 5 -$  Bundle Loose Total

Customer Service Agreement Navy 142.60 x 10 -$  x 10 -$  x 10 -$  1 100 1 15 115.00$   
Change Fund OR# 135.01 x 20 -$  x 20 -$  x 20 -$  500 5 20 100.00$   
Other Accounts Receivable 143.10 x 50 -$  x 50 -$  x 50 -$  1000 10 15 150.00$   
Bad Debts Inactive Accounts 144.10 x 100 -$  x 100 -$  x 100 -$  2000 20 2 40.00$     
Bid Deposits 235.30 -$  -$  -$  5000 50 -$         
Misc-Revenue 456.10 10000 100 -$         
Construction WIP WO# 107.10 -$  405.00$   
Collection/Commission Fee 903.10 -$  -$  -$  
Overage 903.30 Rolls LOOSE Total

Shortage 903.30 3 0.5 0.01 25 1.75$       
Other -$  -$  -$  1 2 0.05 11 2.55$       
Other -$  -$  -$  2 5 0.10 7 10.70$     
Other PER CC&B PER CC&B PER CC&B 3 10 0.25 0 30.00$     

-$  -$  
-$  -$  -$  Sub Total 45.00$     

Other OVERAGE/SHORTAGE -$  OVERAGE/SHORTAGE -$                  OVERAGE/SHORTAGE -$  50.00$     
GPA  TOTAL  BOG 0601-024961 -$  500.00$   
GWA TOTAL  BOG 0101-290170 -$  IMPREST FUND ($500.00)
GSWA TOTAL  BOG 2501001857 -$  

-$  $0.00
ACTIVITY TYPE TOTAL

TOTAL COUPONS: 91  GBN REG A

GPA COUPON: 39 BOG DEPOSIT BAG #

OFFICIAL RECEIPT: 0  GPA Deposit Control :  GWA Deposit Control :  GSWA Deposit Control :  

DEBIT CARD: 6  GPA Tender Control :  GWA Tender Control :  GSWA Deposit Control :  

CREDIT CARD: 6

GWA COUPON: 45

DEBIT CARD: 5

CREDIT CARD: 3

GSWA COUPON: 7

BALANCE START TIME: 4:55

BALANCE END TIME: 5:27

Revised 4.11.2022

Verified by:
x x

X

TASHA PANGELINAN C16 01.03.2023
Remarks:

Official Receipt No.      

X

LILY SANTOS C1 01.03.2023

GWA BANK DEP -$  
GSWA BANK DEP -$  

x x

CASHIER'S PAID STAMP GPA/GWA/GSWA T.CAS -$  
GPA BANK DEP -$  

MARKED MONEY

REMARKS: ** (1) GPA MCARD CANCELLATION UNDERCHRGE CUST $0.03 ** GRAND TOTAL

** MISTAKENLY SETTLE CC@ 1:16PM**

GRAND TOTAL COLLECTION Overage/ shortage

CANCELLATION CANCELLATION CANCELLATION

ADJUSTED TOTAL ADJUSTED TOTAL ADJUSTED TOTAL

TOTAL CC/DC TOTAL CC/DC

GRAND TOTAL GRAND TOTAL GRAND TOTAL

DEBIT CARD DEBIT CARD 

CREDIT CARD CREDIT CARD 

CHECKS CHECKS CHECKS Sub Total  

BANK DEPOSIT BANK DEPOSIT BANK DEPOSIT COINS ON HAND

CURRENCY ON HAND

SUB TOTAL SUB TOTAL SUB TOTAL

COINS COINS COINS

GPA FINANCE DIVISION
CASH MANAGEMENT BALANCING SHEET

GPA COLLECTION BOG-601-024961 GWA COLLECTION BOG 0101-290170 GSWA COLLECTION BOG- 2501001857 OPERATING CHANGE FUND

Exhibit 8



 
 
 
 
 

   
 

 
February 27, 2018 

 
   
              JONA MUNER 
  P.O. BOX 23360 
  BARRIGADA, GU 96921 
  
   

RE: ACCOUNT _______________ 
  

           Dear Sir/Madam: 
 
We adjusted your GPA account in the amount of $       on (date) due to the following 
reason: 
  
 
[   ]  Dispute from the Bank (Credit Card) 
  
[   ]  Misapplied Payments                 
 
[   ]  Shortage on Cash Received  __________      
 
[   ]  Overage on Cash Received _________________ 
 
[   ] Error in Automated Payment Posting 
 
[   ] OTHER:  
 

 
                     Should you have any questions, please feel free to call 647-5787/8/9. Thank you.  

 
 

 
            Regards,      
 
        
             
            Cashier II 

Exhibit 9
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