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21.1 | NTRODUCTI ON

21.

2

This Chapter contains policies and procedures related to
repl acenent of benefits by program

When the client reports non-receipt, partial receipt, |oss,
theft or damage of the benefit, the Worker nust determne if the
benefit will be repl aced.

FOOD STAMP PROGRAM

The followi ng section covers the replacenent of Food Stanps that

are undel i vered, damaged or destroyed, or when a partial allotnent
is received. This section also covers the replacenent of destroyed
food purchased with Food Stanps. When the benefit group is eligibl
to receive a replacenent allotnent, the allotnment nust be received

as follows:

- Wthin ten (10) days after the client reports, if benefits
were not sent by certified or registered mail, or

- Wthin fifteen (15) days after the client reports, if benefits

were sent by certified or registered nmail, or

- Wthin two (2) working days after the client returns the
ES- FS- 36, whichever is |ater.

A. WHEN FOOD STAMPS W LL BE REPLACED

1. Undel i vered Food St anps

Undel i vered nmeans the Food Stanps were mail ed but never
received by the client, or delivered then stolen fromthe

mai | box.

Undel i vered Food Stanps nmust be reported orally or in
witing within the intended period of use. The intended
period of use is the nmonth for which the Food Stanps are
i ssued or, for Food Stanps issued after the 25th of the
mont h, twenty (20) days fromthe date of issuance.

NOTE: Food Stanp benefits deposited into an EBT account
are not replaced. |If the benefit file is successfully
transmtted by RAPIDS, the EBT vendor nust insure that

the benefit goes into the account. Contact the EBT Unit
when the benefit is not in the account. The only
circunstance in which EBT Food Stanp benefits are replacec
is itemb5, Destroyed Food.
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a. Repl acenment Procedures

The follow ng procedures are used to replace
undel i vered Food Stanps.

I nquire in RAPIDS on screen | QFS to determ ne
i f Food Stanmps were issued.

Check RAPIDS screen BIFR. |If Food Stanps have
been returned, correct the client's address if
necessary, and use appropriate RAPIDS
procedures to reissue the Food Stanps.

| f Food Stanps have not been received by the
client or returned to the State O fice after
five (5) calendar days fromthe schedul ed
date of receipt, the client nust sign form
ES-FS-36 within ten (10) days of the report
of undelivered Food Stanps.

Conpl ete and have the client sign form

OFS- FS- 10, Repl acenent of Undelivered

Food Stanp Coupons Mailed From State Office.
The form nust be signed by a Supervisor; the
original is filed in the case record and a
copy is sent to the Food Stanp |ssuance Unit.

Use appropriate RAPIDS procedures to issue
repl acenent Food Stanps.

b. Limts on Replacenents

Repl acement coupons will only be issued if all of
the follow ng conditions are net:

The client reports the Food Stanps were stolen
fromthe mail or lost in the mail in the period
of intended use (See item a, above), and

The AG requesting the replacenment has not
al ready been issued two countabl e replacenents
in the previous five (5) nonths, and

The client conpletes and signs the ES-FS-36
within ten (10) days of reporting the | oss.

There is, then, alimt of two countable
repl acenents in any six-nonth period of tine.
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Only countable replacenents are limted to two in
a six-nmonth period of tine. All replacenents are
consi dered to be countabl e unless:

- The issuance is returned or otherw se
recovered. Recovery procedures nust be
conpleted, not just initiated, in order to
renove any issuance fromthe count of
repl acenents issued.

- The replacenent is being issued due to an
agency issuance error.

- A specific Manual section states there is no
l[limt or a different limt on the nunber of
repl acenents for a particular reason for the
| oss.

Of f set

Repl acenments of undelivered Food Stanps must not be
used to offset a claim

Deni al of Repl acenent - Hearings

If the client is not eligible for a replacenent or
avai | abl e docunentation indicates the request for
repl acenent may be fraudul ent, the Wbrker/ Supervi sor
must deny or delay the replacenment. The client nust
be notified by ES-NL-B and is entitled to a Fair
Hearing. A replacenment is not issued pending the
Fair Hearing decision.

Al ternate | ssuance

The client nmust be encouraged to make arrangenents
for safe receipt of benefits.

The client's address will be changed to the |l oca
of fi ce address under the follow ng circunstances:

- After one report of non-receipt, the client my
request alternate issuance, and the Worker nust

comply.
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- After two reports (not replacenents) of
non-delivery or partial allotnents in a
six- nmonth or shorter period, the Wrker
nmust use alternate issuance, until the client
has made arrangenments for safe receipt of
benefits. This procedure is not subject to
the Fair Hearing Process.

2. Damaged Food St anps
a. Repl acement Procedures

When a client returns damaged, mi sprinted or

i nproperly manufactured coupons to the county office,
he will be referred to the Financial Clerk who may
aut hori ze repl acement of Food Stanps which are

di stingui shabl e.

The Financial Clerk is responsible for determning if
t he coupons are distinguishable and the appropriate
anmount to be replaced.

I n cases of unreadable or nutilated coupons (danaged,
m sprinted or inproperly manufactured), the client
nmust present nore than three-fifths of each coupon
bef ore repl acement can be made. |If the Financi al
Clerk is unable to determ ne the value of the
coupons, the coupons are to be cancelled and sent to
FNS. Only those distingui shable coupons are to be
repl aced.

No ES-FS-36 is required, but the |oss nust be
reported within ten (10) days of receipt of the
danmaged books.

The Worker replaces the Food Stanps using
appropri ate RAPIDS procedures.

b. Limts on Replacenents

There is no limt on the nunmber of danmaged coupon
books that can be replaced as long as they were

m sprinted or inproperly manufactured or damaged
prior to receipt. Replacenents of coupons danmaged
or nmutilated after receipt are limted to two (2)
in a six (6) nonth period.
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C. Of f set

Repl acenment s of damaged Food Stanps nust not be used
to offset a claim

3. Destroyed Food Stanps

Househol ds may request a replacenent for the portion of
its allotment (not to exceed one nonth's allotnment) which
it had received, but which was subsequently destroyed

in a household m sfortune or disaster such as fire or

flood as verified by a collateral contact.
a. Repl acement Procedures

To qualify for a replacenent, the AG nust report the
destruction to the county office

within ten (10) days of the incident and conplete
and sign the ES-FS-36 within ten (10) days of
reporting the | oss.

The ES-FS-36 is forwarded to the Food Stanp
| ssuance Unit.

The Food Stanps are replaced using the appropriate
RAPI DS procedure.

b. Limts on Replacenents

Replacenment is limted to two (2) tinmes in six (6)
nont hs.

This limt is in addition to the limt described in
Section 21.2,A, 1, Db.

C. Of f set

Repl acement of destroyed Food Stanps nust not be
used to offset clains.

4. Partial Allotnent Received

NOTE: Food Stanp benefits deposited into an EBT account
are not replaced. |If the benefit file is successfully
transmtted by RAPIDS, the EBT vendor nust insure that
the benefit goes into the account. Contact the EBT Unit
when the benefit is not in the account. The only
circunstance in which the EBT Food Stanp benefit is
replaced is item5, Destroyed Food.
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Repl acenment Procedures

When the client reports that he received only a
partial allotnent, action taken depends upon the
ci rcumnst ances.

- If it appears the envel ope was tanpered with
prior to receipt by the client, the procedure
for undelivered Food Stanps is followed. Refer
to Section 21.2,A 1,b.

- If it appears that the envel ope may have been
stuffed with a | esser ampbunt than the client
was eligible to receive, the Food Stanp
| ssuance Unit is contacted to determ ne the
i kelihood that this occurred. If it appears
to the Worker and Supervisor, after
consultation with the Issuance Unit, that it
is likely the envel ope was stuffed incorrectly,
benefits are replaced using a VWEKR transacti on
with i ssuance code 01. The client nust report
the loss within ten (10) days of receipt of the
partial issuance and nmust conplete and sign the
ES-FS-36 within ten (10) days of the report.

Limts on Replacenents

VWhen the error is determned to be an i ssuance
error, thereis nolimt on the nunber of issuances
that may be replaced. Refer to Section 21.2, A 1,b.
Of f set

Repl acements for receipt of a partial allotnent nust
not be used to offset a claim

Destroyed Food

This is the only situation in which Food Stanp benefits
i ssued by EBT are repl aced.

a.

Repl acement Procedures

I n cases when food purchased with Food Stanp
benefits is destroyed in a household m sfortune or
di saster, the AGwill be eligible for repl acenent
of the actual value of the |loss, not to exceed one
nmonth's allotment if:
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- The loss is reported within ten (10) days of
the incident; and

- The AG s m sfortune or disaster is verified;
and

- The ES-FS-36 is conpleted and signed within ten
(10) days of the report of the |oss.

The m sfortune or disaster may be an indivi dual
househol d m sfortune or disaster such as fire, as
wel | as natural disasters affecting nore than one
househol d. The repl acenent nust be received within
two (2) days of the receipt of the conpleted and

si gned ES- FS- 36.

The Worker replaces the value of the food using the
appropri ate RAPIDS procedure.

b. Limts on Repl acenent

There is no limt on the nunmber of tines the val ue
of food lost in a misfortune or disaster nmay be
repl aced.

C. Of f set

Repl acenents of destroyed food nust not be used to
of fset cl ai ns.

Lost, Stol en, Danaged or Destroyed EBT Cards

The client may request a new card by contacting the EBT
ARU, DHHR Custoner Service Center, or the local office.
Al'l replacenment cards are sent in active status, unless
never previously activated. The follow ng details the
processes used when each is contacted. The processes for
t he DHHR Custoner Service Center and the | ocal offices
differ because the DHHR Custoner Service Center staff has
the capability to inactivate a card.

a. EBT ARU

VWhen the client requests a new card through the EBT
ARU, the old card is inactivated, and, if the current
address is in the EBT Adm nistrative System a new
card is mailed to the client. Wen the client’s
current address is not in the EBT Adm nistrative
System the card is inactivated, but a replacenent
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card is not mailed. The client is instructed by the
ARU to contact his Wirker to change his address. The
client nmust contact the EBT ARU the day follow ng the
address change to request a new card.

DHHR Cust oner Service Center

When the client requests a new card through the DHHR
Custoner Service Center, the old card is inactivated
in the EBT Adm nistrative Systemand, if the current
address is in the EBT Adnministrative System a new
card is mailed to the client.

When an address change is required, the card is
inactivated in the EBT Adm nistrative System but a
new card is not issued. The Wbrker nust conplete an
address change in RAPIDS and request a replacenent
card on RAPIDS screen Al RQ

NOTE: Inactivation of the card in the EBT

Adm ni strative System nust take place i mediately to
prevent unauthorized use. | nactivation of the EBT
card is effective i mMmediately.

Local O fice

VWhen a client reports a |lost, stolen or danaged card
to the local office, he is referred to the EBT ARU.
When a client reports an address change and requests
a replacenment EBT card, the address change is
conpleted in RAPIDS and the client is referred to the
ARU to imedi ately inactivate the card. The client
must contact the ARU the following day to request a
new car d.

NOTE: Address changes in RAPIDS are received by the

EBT vendor the following day. If a client’s card has
been al ready been inactivated or is not in danger of
unaut hori zed use, i.e., damaged, the Wirker may

request a new card on RAPIDS screen AIRQ after the
address change is nade in RAPIDS

If the client requests a replacenent card at
application or redeterm nation, the Wrker nmust
conplete screen AIRQ to request a new card. This
method is only used if the client’s old card is not
i n danger of unauthorized use.
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7. EBT PI N Changes

The payee or authorized cardhol der may request a PIN
change at any tinme. Replacenment cards are issued with the
sane PIN, unless the individual requests a new one. A

PI N-only change request nmust be nade to the vendor’s ARU.

WHEN FOOD STAMPS W LL NOT BE REPLACED

Repl acenment issuances are not provided in the foll ow ng
ci rcumnst ances:

- When coupons are |ost, stolen or m splaced after receipt.

- When coupons are totally destroyed after receipt in sone
way ot her than a household disaster or m sfortune.

- VWhen coupons sent by registered or certified mail are
signed for by anyone residing with or visiting the AG s
resi dence.

- VWhen the issuance would normally be replaced but the AG
has not signed the ES-FS-36 within ten (10) days of the
date the client reports.

- VWhen the client has already received the maxi num nunber
of countabl e replacenents. See Section 21.2,A 1,0b.

- When FNS has issued a disaster declaration and the AGis
eligible for disaster Food Stanp benefits, the AG nust
not receive the disaster allotnment and a repl acenent
al | ot ment.

- When the client does not report the benefit loss within
the period of intended use or within ten (10) days of the
specific incident.

- When benefits are issued into an EBT account, with the
exception of food purchased with Food Stanp benefits
destroyed in a household m sfortune or disaster
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