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A Repl acement of EBT Cards

Thi s chapter covers general guidance for replacing EBT cards, benefits in
el ectronic benefit accounts and food purchased with food stanp benefits
destroyed in a househol d disaster. See Chapter G of the Virginia EBT
Pol i ci es and Procedures Guide for additional information

Househol ds need an EBT card to access benefits. The cardhol der may cal

t he Custoner Service Representative (CSR) for the EBT card vendor or to the
| ocal agency to request a replacenment card. The CSRwll validate the
system address before issuing a replacenent card if the cardhol der calls
Custoner Service for a replacenent card. |If the address is incorrect, the
card vendor will not mail a replacenent card but will refer the cardhol der
to the | ocal agency to have the address updated.

Cardhol ders will generally receive a replacenment EBT card through the nail
Dependi ng on i ndivi dual househol d circunstances however, the |ocal agency
may provide a vault card as a replacenment card. The cardhol der nust cal
the CSR to request a change in the status of a card before the | ocal agency
can issue a vault card if the original card is still active. The

car dhol der does not need to call the CSRif the card already has an

i nactive status code.

The EW mnust aut horize the issuance of a vault card for replacing an EBT
card and notify the Issuance Unit through the conpletion of the Interna
Action and Vault EBT Card Authorization form The household may need to
conpl ete the Nonreceipt Affidavit/Vault Card Repl acement Request formto
docurent the need for a replacenment in order for the | ocal agency to credit
t he repl acenent fee to the household's account. See Part XXIV for a copy
of these forns.

A cardhol der may need a replacenent if the original card is |ost, damaged,
destroyed in a househol d disaster, or stolen. A cardholder will also need
a replacenent card if the original card is undelivered through the mail

In nost instances, a request for a replacenent card will result in the
deduction of a $2.00 card repl acement fee froma househol d's EBT account.
The vendor should not apply the card replacenment fee for reapplying
househol ds or for replacenments for returned, undelivered cards. The |oca
agency nust credit the fee back to the household' s account if the

repl acenent is due to a househol d disaster, violence against the household
or for inmproperly manufactured cards. See Part XVIII.A 4 for information
about assigning and crediting of the fee for replacenment cards.
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1. Undel i vered EBT Card
a. Undel i ver abl e, Returned Cards
The post office will not deliver EBT cards with inaccurate or
i nconpl ete addresses. The post office will not forward EBT
cards to a new or changed address if househol ds nove but f ai
to report the change to the | ocal agency.
If the card is undeliverabl e because of an inconplete or
i naccurate address for the primary cardhol der or the authorized
representative, the EWnust update the mailing address, as
appropri ate.
b. Nonr ecei pt of the EBT Card

In instances when cardhol ders report the nonreceipt of a nmailed
EBT card to the | ocal agency, the agency nmust check the

Admi nistrative Termnal to deternmne the mailing date and check
if the status of the card has been changed. |f nore than six
mai | days has passed and the status of the card is unchanged,
the cardhol der rmust call the CSR to request a new card. |If the
| ocal agency is to issue a vault card as the replacenent card,
the cardhol der rmust still also call the CSR to change the
status of the original card

In sone instances, the Departnent of Social Services nmay have
al ready received the undelivered card and may have changed the
status of the card by the time the cardhol der reports the
nonrecei pt to the local agency or the CSR In these instances,
either the vendor or the local agency nay initiate the

repl acenent without further del ay.

If the cardhol der reports the nonreceipt of a nailed EBT card
to Custoner Service after a sufficient mail period, the CSR
wi |l change the status of the card to cancel the card. The
vendor will mail another card to the household or, at the
cardhol der's option, defer mailing another card to allow the
cardhol der to receive a vault card at the |ocal agency.

When a cardhol der requests a vault card as replacenent, the

| ssuance Worker nust determine if there has been a sufficient
period for delivery of the nailed card and deternine the status
of the original card before issuing a vault card. If the

Admi nistrative Term nal inquiry shows that the card has an
active or a nonactivated status, the cardhol der nmust call CSR
to request a change in the status of the card. |If there is an
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i nactive status when the |ssuance Wrker inquires or once there
is an inactive status, the | ocal agency nay issue a vault card
to the cardhol der.

Households will not have the $2.00 card replacenment fee
assessed against their benefit accounts when they receive

repl acenment of undelivered cards. Households will generally
have the card replacenent fee automatically deducted fromthe
account except when there is a replacenent card for a card in
an inactive status such as the initial card lost in the mail or
one returned as undeliverable.

2. Lost, Stolen, Damaged Cards

When a cardhol der reports an inability to access the household s
benefits because the EBT card is unavail able for use, the cardhol der
nmust call CSR to request deactivation of the card. Deactivation wl]l
prevent the usage of the card should the cardhol der or soneone el se
attenpt to use the card

The cardhol der nmust request replacenent of the card through the CSR
or the | ocal agency. The cardhol der nmust note the reason for the
repl acenent to the | ocal agency. The reason for the destruction or
unavail ability of the original card will determ ne whether the |oca
agency credits the replacenent fee back to the househol d’ s account.
Reasons for replacing an EBT card incl ude:

Lost — The cardhol der | oses or m splaces the card.
Stol en — The cardhol der | oses the card through viol ence
exerted upon a household in an act of robbery or burglary
committed by someone outside the househol d.

. Househol d Di saster — The cardhol der | oses or damages the
card through a household fire or natural disaster, such
as a flood or tornado.

. Card Danmge (negligence) — The card is unusabl e because
of the cardhol der’s negl ect.
. Card Danmge (inproperly nmanufactured) — The card is
unusabl e because of a manufacturing error
3. EBT Card Repl acenent Fee
Each cardhol der will receive witten and verbal instruction on howto

protect the EBT card. Wen an EBT card is or becones unusable for
any reason, the cardhol der nmust obtain a replacenent card to access
t he househol d's EBT account. The EBT card vendor will deduct $2.00
fromeach food stanp case benefit account for replacenent EBT cards
in nearly every instance when a cardhol der receives a replacenent
card.

TRANSM TTAL #54



VI RG NI A DEPARTMENT REPLACEMENT OF EBT

OF SOCI AL _SERVI CES CARDS, BENEFI TS AND FOOD
10/ 02 VO.UVE V, PART XVII1, PAGE 4
The automatic fee deduction will not occur when the original card has

an inactive status or when a househol d reapplies for benefits. The
chart bel ow sumari zes application of the card replacenent fee.

No Fee Fee Deducted Fee Credited
Reappl i cati on x (if applied)
I nactive card, such as x (if applied)
lost in the mail
Lost
St ol en/ robbery X (police report
requi r ed)
Househol d di sast er X (verify if

guesti onabl e)
| nproperly manufactured x

Car dhol der nanme change  x
Card danaged/ destroyed

X Agency-cause error
such as m sspel |l ed nane

4. EBT Card Repl acement Fee Credit

The EBT vendor will automatically deduct a $2.00 fee froma
househol d's food stanp EBT account in npst instances when a
cardhol der requests a replacenment card. There are instances however,
when, despite proper care of the card by the cardhol der, the
househol d experiences | oss or destruction of the EBT card. 1In these
i nstances, the |ocal agency nust credit the $2.00 repl acenent fee
back to the househol d's account.

An eligibility or administrative unit supervisor must authorize the
credit on the Internal Action and Vault EBT Card Authorization form
To secure sufficient information related to the [ oss or destruction
of the card, the EWnay require the househol d conplete the Non-
Recei pt Affidavit/EBT Card Repl acenent Request form

The | ocal agency nust credit the replacenent fee when a househol d
experi ences an individual household disaster or there is a natura

di saster. An EBT card destroyed by fire or a flood, tornado,
hurricane or earthquake would allow the agency to credit the

repl acenent fee back to the household. The agency nust verify the

i npact of the disaster upon the household if the report is

guesti onabl e ot herwi se; the household' s statement is acceptable. The
| ocal agency nust also credit the replacenent fee when a cardhol der

| oses the card through violence inflicted upon the househol d or
cardhol der by soneone outside the household. The household nust file
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a police report to docunent its claim The agency nust verify the
exi stence of the police report if the information is questionable
ot herwi se; the househol d's statement is acceptable.

In addition to crediting the replacenent fee for instances of a
househol d di saster or viol ence agai nst the household, the | oca
agency nust credit the replacenent fee if the agency discovers an

i mproperly manufactured card after a cardhol der receives the card.
The agency nust also credit the replacenment fee if the vendor fails
to identify a replacenent card at reapplication or a replacenent for
an inactive card. The |ocal agency may also credit the fee back to
t he househol d's account, if requested, when the household identifies
anot her Case Nane or authorized representative.

The chart above summari zes instances when the | ocal agency mnust
credit the card replacenment fee to the household. As indicated
above, an eligibility or adm nistrative supervisor nust authorize the
credit. The Issuance Supervisor nust provide the credit.

B. BENEFI T REPLACEMENT

Househol ds wi Il not receive a replacenent for benefits | ost due to | oss of
the EBT card and/or PIN up to the time that the cardhol der reports the | oss
to CSR. Households will have benefits replaced if soneone accesses the

benefits after the household reported to CSR that the card was | ost or
stol en. Households will also receive replacenent for benefits lost due to
a systemerror.

C. REPLACEMENT OF FOOD DESTROYED IN A DI SASTER

A househol d may request a replacenment for food purchased with food stanp
benefits and that was then subsequently destroyed in a househol d di saster
This policy will apply to an individual household disaster or a disaster
that affects nore than one househol d.

Normal Iy, replacements would only be made to currently participating
househol ds, but this is not a requirement for a food replacenent. The
agency nust use prudent judgenment on a case-by-case basis when a
nonparti ci pati ng househol d requests a food repl acenent.

The household nay be entitled to a replacenent of the actual value of the

| oss but the anmount may not exceed the allotnent for one nonth. The
househol d nust report the disaster within 10 days of the loss. A household
menber nust sign the Non-receipt Affidavit/EBT Repl acenent Request
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attesting to the loss. |If the | ocal agency does not receive the affidavit
within 10 days after the report of the |oss, the household will not receive
a replacenent. |If the 10th day falls on a weekend or holiday, and the

affidavit is received the day after the weekend or holiday, the agency mnust
consi der the statenment as received tinely.

The agency nust verify the household' s disaster. Sources of verification
i ncl ude conmunity agencies, such as the Red Cross or fire department or
t hrough a hone visit.

The agency nust provide replacenent benefits within 10 days of the reported
loss or within 2 working days of receiving the affidavit, whichever is
| ater.

There is no linmt on the nunber of tines a household nay receive

repl acenent of food destroyed in a disaster. |f USDA issues a disaster
decl arati on and the household is eligible for enmergency benefits under that
policy, the household may not receive both the emergency benefits and a
repl acenent for the same tine period. See Part XX for a discussion of the
Di saster Food Stanmp Program
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