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	GENERAL STATEMENT
	All EBT cards issued on or after November 17, 2006 will be mailed directly to recipients at the addresses we have for them in EMS. This applies to both new cards and replacement cards. Cards will be mailed the day after issuance via EMS and should get to the client in 2 mailing days, as long as there is an EMS batch cycle.  Instructions on how to PIN the card will on the “card carrier”.  This is the piece of paper the card is attached to when it is mailed.



	GETTING CARDS TO APPLICANTS WHO PREVIOUSLY RECEIVED CASH OR FOOD STAMPS


	EMS only automatically issues EBT cards when a case is granted and active in the ongoing month for those clients who have never received cash or Food Stamps from DSS before. If an applicant has previously received cash or Food Stamps, he or she may still have his or her EBT card. If so, the client can use that card as long as it is activated. If he or she does not have a card, you must issue one via KMEN. Only the very first EBT card is issued automatically.



	HOMELESS RECIPIENTS


	Cards for homeless households will be mailed to the local DSS office (workers need to enter this as the residential address on the ADDR screen in EMS) unless they gave us an alternate address at which they can receive mail and the worker enters that address in EMS.

Clients who are homeless and use the local DSS office as the address at which they can get mail will still have to go to the office to pick up their EBT cards. Phones should be made available at each office for these recipients to use to PIN their cards. 

If you grant the case the same day you interview or talk to the client, tell the client his/her EBT card will be available at the DSS office in 2 days.  If you are unable to grant the case the same day of the interview, tell the client the EBT card will be available at the DSS office 2 days after his/her case is granted.


	“PIN”ING THE EBT CARDS


	Recipients will PIN their cards via telephone by calling the toll free EBT customer service number. Cards will be active immediately after they are “PIN”d. Recipients can call to PIN anytime, 24 hours a day/7 days a week. Once connected, an automated voice response system will guide them through the process. If they have problems they will be transferred to a customer service representative for assistance.  If the client continues to have problems, they will be instructed to call their worker.  
Clients will not be able to PIN their cards until both the EBT card and a benefit have been issued in EMS and until that benefit is available.  This should not be an issue if benefits are granted the same month the card is issued. However, if a case is granted for the ongoing month but not the month of application, the client must wait until EMS has issued the benefits for the ongoing month. In addition, even if EMS issues the benefit for the 1st of the month, it may not be available until the 2nd or 3rd depending on the first letter of the last name.  In this case, the card cannot be PIN’ed until the benefits are available.
To PIN the card, an individual will need to provide the 18-digit number on the EBT card, the head of household’s 6-digit date of birth (MM/DD/YY) and the last 4 digits of the head of household’s Social Security Number. DSS transmits this information from EMS to the contractor. The information clients provide when attempting to PIN their cards must match the information on EMS and the EBT system exactly. Otherwise, they will not be allowed to PIN their cards and will be instructed to call their workers.

To change a PIN, clients should follow the same procedure.



	Client unable to PIN card


	If any of the 3 pieces of information the client provides during the “PIN”ing process is different from the information in the EBT system, the client will not be able to PIN the card and will be told to call his/her worker.

When a client calls you because he/she cannot PIN the card, ask for the SSN and DOB and make sure the information the client tells you is exactly what is on EMS. If not, correct the information after appropriate verification is provided (if you don’t already have the verification).  THEN, you must issue a new EBT card so that the revised demographic information gets transmitted to the EBT contractor.

If the client still cannot PIN the card, you should call the EBT Unit on behalf of the client at (860) 424-4855. 

Other reasons a client will not be able to PIN the card:

it was reported lost, stolen or damaged 


It is not the most recently issued card



	“PIN”ing  in special household situations


	Non-Member Heads of Households 

Since a non-member head of household is not required to give us an SSN, we may or may not have the SSN on EMS.

If we have an SSN for the non-member head of household on EMS, he/she should use that number to PIN the card.

If we do not have an SSN for the Head of Household, and the SSN field is blank in EMS, instruct the client to use all 0’s for their SSN when “PIN”ing their cards. Continue to leave the SSN field blank.

Authorized Representatives/Shoppers

To PIN his or her card, the authorized rep/shopper will have to provide the card number from his or her EBT card and the Head of Household’s SSN and Date of Birth.

	CARDS RETURNED BY THE POST OFFICE
	Cards that are undeliverable will be returned to Central Office.  The EBT unit will check EMS to see if the address has been changed. If yes, they will check to see if a new card has been issued. If a new card was issued, they will destroy the old card. If the address has been changed but a new card was not issued, they will mail the card to the new address and update the EMS narrative.

If there is no change of address on EMS, the EBT unit will update the narrative and send an alert to the worker. If the region does not respond to the alert within 7 days, the EBT unit will destroy the card and update the EMS narrative

	EMERGENCY EBT CARDS


	DSS will no longer be able to produce emergency EBT cards. System-generated cards will be mailed the next business day after the card is requested in EMS, as long as EMS batch is run.



	DEAF & HEARING IMPAIRED CLIENTS


	Clients who are deaf or hearing impaired can call INFOLINE at 2-1-1 and select “Option 8” for help “PIN”ing their cards.



	INFORMING CLIENTS ABOUT THE NEW MAILING PROCEDURE


	The best way to make sure the client knows the EBT card will be mailed is to tell him or her when you are talking to him or her. Tell the client again that we must have the correct address and the client’s name must be on the mailbox. Otherwise, the Post Office will return the card to Central Office.

Central Office will provide posters to be displayed in DSS reception areas, interviewing booths and anywhere else people are likely to see them.

Change your outgoing voicemail message to instruct clients who are calling for replacement EBT cards to make sure DSS has the correct address.



	WHAT TO DO ABOUT OLD EBT CARDS THAT HAVEN’T BEEN PICKED UP BY DEC 4
	EBT cards that have not been picked up by clients by Monday December 4, 2006 should be returned to the Central Office EBT unit in a sealed envelope.  
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