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21. 3 W WORKS PROGRAM

The information contained in itenms A - E bel ow describes the

ci rcunst ances under which a W WORKS check is replaced and the
procedures for replacenment. |If the client cashes the check and the
noney is stolen, |ost or destroyed, the noney nust not be repl aced.

NOTE: Only the monthly W WORKS check nmay be received by direct
deposit.

A VHEN THE CHECK | S REPLACED

The W/ WORKS check will be replaced when one of the foll ow ng
conditions is net:

- The check is not received by the client and has not been
returned to the Departnent.

- The check is received by the client, but is stolen, |ost
or accidentally destroyed before being cashed.

B. WHEN THE CHECK |I'S NOT REPLACED

NOTE: Cash benefits deposited into an EBT account are not
replaced. |If the benefit file is successfully transmtted by
RAPI DS, the EBT vendor nust insure that the benefit goes into
the account. Contact the EBT Unit when the benefit does not
go into the account.

The W WORKS check is not replaced when at | east one of the
conditions in item A above does not exist.

I n addition, when the client is issued a replacenent check,
then finds, cashes and spends the original check, he nust
rei mburse the anmount of the replacenment check. Until the
anmount is repaid in full, the client is ineligible for any
future repl acenent.

See item H bel ow for direct deposits.
C. CHECK REMAI LI NG PROCEDURE
- Determ ne that the check was issued by inquiring benefit
i ssuance history, at I QAF, in RAPIDS. The benefit nust

be in a disposition of issued (IS) and history updated
with the actual check numnber.

53 -

140 -

167 - 265

10/ 02



W/ | NCOVE CHAPTER 21 - BENEFI T REPLACEMENT 21.3
MAI NTENANCE MANUAL

- Determ ne, either by inquiring benefit issuance history

or telephone call, that the check has been returned to
t he Check Control Unit, Accounts Receivable, O fice of
Fi nanci al Servi ces. | f returned, determ ne where the

check should be mail ed and request it be released for
remai ling by entering the appropriate information at
BI RR i n RAPI DS.

D. CHECK REPLACEMENT PROCEDURES

- Determ ne that the check was issued by inquiring benefit
i ssuance history, at | QAF, in RAPIDS. The benefit nust
be in a disposition of issued (IS) and history updated
with the actual check numnber.

- If the check is not received within five (5) miling
days, including Saturdays, but excluding Sundays and
hol i days, after the usual check receipt date, prepare
original and 4 copies of form DF-36, Lost Check
Affidavit. The client’s nanme and the address to which
the check was originally mailed nust be entered of the
DF- 36.

- Have the client read or read to himthe DF-36, and
explain that he nust return the original check if later
recei ved or found.

- Have the client sign the DF-36 in the presence of the
Worker. The client's signature nust be exactly as shown

on the payroll. Two witnesses are required if the
client signs with an X. Signatures on all copies nust
be original. The Wbrker nust conplete the state, county

and date sections of the DF-36.

- Send the original and two copies of the DF-36 to Check
Control Unit, Accounts Receivable. File a copy of the
menor andum and DF-36 in the case record. At the option
of the CSM replacenent of benefits may be tracked using
f or m ES- AP- 8.

- Request stop paynent of the check through the RAPIDS
stop paynent function BISP. Refer to RAPIDS User Gui de.

- Request a replacenent check through the RAPIDS auxiliary
function on BICS. Refer to the RAPIDS User Cuide.
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E. WHEN ORI Gl NAL CHECK | S LOCATED

1.

When Check Has Not Been Cashed

If the client |ater receives or finds the original
check, he nmust return it to the county office and
endorse it to the Departnent.

VWhen Check Has Been Cashed

If the original check is cashed, Accounts Receivabl e
notifies I FM by menorandum and attaches a copy of the
cancell ed check. IFMis responsible for any subsequent
action, which may include claimestablishnent and/or

i nvestigation.

TIME LIMTS ON REPLACEMENTS

There is no specific time frame in which a client nust
request a replacenent. There is no limt on the nunber
of tinmes a client may have a check repl aced.

ALTERNATE | SSUANCE

When the client repeatedly | oses a check or reports non-
recei pt of a check, the Worker should consider the
foll owi ng options:

- If the client appears nentally incapable, consider
a referral to Social Services for appointnment of a
conm ttee or protective payment.

- Suggest the client rent a post office box.

- Suggest that the client receive his benefit by

direct deposit into his personal bank account.
See Section 1.21,S.

DI RECT DEPGCSI T REPLACEMENT PROCEDURES

The State Auditor’'s O fice makes every attenpt to
resol ve problens with unsuccessful direct deposit
transactions. Wen a client reports that a direct
deposit is not received in his account by the | ast
State work day of the nonth, he nust be referred to the
Auditor’s Ofice immediately so that the deposit can be
traced and the problemresolved as soon as possi bl e.
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However, when a direct deposit return is not indicated
RAPI DS, but the deposit is not credited in the client’s
specified account within 5 State work days of the usual
direct deposit date, the follow ng procedure is used.

The client nmust obtain docunentation from his financial
institution that the deposit has not been credited to his
account. The docunentation must be in witing and contair
his account nunmber. |In addition, the client must sign the
Non- Recei pt of Direct Deposit Affidavit. An original and
2 copies are sent to Accounts Receivable and a copy in the
record. The benefit is replaced using appropriate RAPIDS
procedures and reason code 916. The benefit is replaced

with a check by mail. Under no circunstances is the
benefit replaced by an additional direct deposit. |If the
deposit is not returned fromthe Auditor’s O fice, the
Accounts Receivable Ofice will refer the case to | FM

The IFMreferral is only for the purpose of seeking
repaynment as no investigation is required.

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 | ocal
office. All replacenent cards are sent in active
status, unless never previously activated. The
follow ng details the processes used when each is
contacted. The processes for the DHHR Customer
Service Center and the local offices differ because
t he DHHR Custoner Service Center staff has the
capability to inactivate a card.

1. EBT ARU

When 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 nailed to the client.
When the client’s current address is not in the
EBT Adm nistrative System the card is

i nactivated, but a replacenment card is not
mai l ed. The client is instructed by the ARU to
contact his Worker to change his address. The
client nmust contact the EBT ARU the day

foll owing the address change to request a new
card.
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DHHR Cust onmer 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 System
and, if the current address is in the EBT

Adm ni strative System a new card is nmailed 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
conpl ete an address change in RAPI DS and request
a replacenment card on RAPIDS screen Al RQ

NOTE: Inactivation of the card in the EBT
Adm ni strative System nust take pl ace

i medi ately to prevent unauthorized use.

| nactivation of the EBT Card is effective
i medi ately.

Local O fice

When 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 i medi ately
inactivate the card. The client nust contact
the ARU the followi ng day to request a new card.

NOTE: Address changes in RAPIDS are received by

t he EBT vendor the followng day. If a client’s
card has been al ready been inactivated or is not
i n danger of unauthorized use, i.e., danaged,

the Worker may request a new card on RAPIDS
screen AIRQ after the address change is nmade in
RAPI DS.

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

The payee or authorized cardhol der may request a PIN
change at any time. Replacenent cards are issued with

the same PIN, unless the individual requests a new one.

A PIN-only change request nust be made to the vendor’s
ARU.
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