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Pur pose

The purpose of this directive is to advise local districts of the

statew de inmplenentation of the Electronic Benefit Transfer (EBT) System
and its inpact on both local districts and recipients of Tenporary

Assi stance (TA) and Food Stanp (FS) benefits. EBT replaces the Upstate
El ectronic Benefit |Issuance and Control System (EBICS) and the New York
City Electronic Payment File Transfer (EPFT) benefit issuance system

Backgr ound

EBT is mandated by the United States Department of Agriculture (USDA) to
deliver FS benefits electronically through the comrercial financial

infrastructure. In New York State, EBT will also deliver cash benefits.
EBT is interoperable with other states' EBT prograns across the country.

EBT was fully inplemented in New York City (NYC) in Decenber of 1999.
Upstate inmplenentation will comence in the Fall of 2000, with pilots in
Nassau and Suffol k counties. Statew de inplenentation is expected to be
conpleted during the first quarter of 2001.

Prior to Upstate inplenmentation, the Ofice of Tenporary and Disability
Assi stance (OTDA) and its EBT contractor, G tigroup, will conduct two
informational mailings to all Upstate recipients. The first nmailing,
which will occur approximtely four weeks before conversion, will contain
two letters. One letter will introduce EBT to the recipient and provide
some useful information, such as when it will take effect, the G tigroup
Cust oner Service hotline nunber, the proper card and Personal
Identification Nunber (PIN) to use, how and where to use the card, and
other inportant facts about EBT. The second letter will provide

i nfornmati on about usage fees and surcharges, a |ist of banks whose ATMs
will not inpose a surcharge, and a toll free nunber that recipients nmay
call to find participating stores and Automated Tel |l er Machi nes (ATMs) in
their area that do not surcharge.

The second mailing, which will take place at the beginning of the initial
nonth of inplementation, will include a letter, a brochure, and a fact
card. Mre detailed information will be presented in this material,
including a toll free recipient training hotline to answer initi al

guesti ons about EBT.

Program | npli cati ons

Cenerally, there is little programinpact as the result of EBT
i npl enentation. Details of operational inpact were sent in an EBT | npact
Statement via a Local Commissioner Letter, dated March 9, 2000.

More in-depth pre-inplenmentation training will be provided in Regi onal
Trai n-The-Trai ner Sessions. In addition, detailed information will be
provided to recipients prior to conversion to EBT. Highlights of program
i mplications are outlined bel ow.



A. Cash (Tenporary Assistance)

Cash programinplications include:

e There is no change in eligibility determinati on or benefit
aut horization with EBT. The staggered i ssuance schedul e
that was used prior to EBT inplenentation will remain the
same under EBT.

e Restricted and direct vendor paynents, including two-party
checks, are still allowed under EBT.

e Local districts must continue to nmake non-cash Safety Net
Assi stance restricted shelter and utility/fuel payments in
the prescribed hierarchy, as detailed in the Public
Assi stance Source Book (PASB) I X (all), and provide any
remai ni ng deficit anpbunt as an unrestricted cash benefit to
the recipient until further direction fromthis Ofice.

* The resource policy remains unchanged under EBT. Any cash
contained in the recipient's cash account becones a
resource in the follow ng nonth, except retroactive
paynments for TA underpaynments, which beconme a resource in
the second nmonth follow ng the nonth of payment.

e There is no change in the policy that Social Services
District (SSD) overpaynent/underpaynment adjustnment actions
require client notice and that such overpaynents are
subject to recoupnent at the 10% or 15% recoupnent rate.

e There is no change to the policy of closing a TA case when
recipients fail to pick up their benefits for two
consecutive nonths. However, benefits nade available in an
EBT account remmin active until conpletely w thdrawn or
expunged, whichever occurs first.

Benefits issued prior to expiration of a Tinely and
Adequate notice to close a case nust be replaced if the
client so requests, even after expungenent.

e There is no change in the policy that recipients who are
honebound, incapacitated or those with [imted access to
their benefits can designate authorized representatives to
act on their behalf. See Section Ill C on the authorized
representati ve Cormon Benefit ldentification Card (CBIC)

e Under EBT, recipients no | onger have to access their entire
cash benefit all at once. They have the option of
wi t hdrawi ng portions of the cash benefit and | eaving a cash
bal ance in their cash accounts which can be carried over
nonth to nont h.

* Recipients can withdraw cash at ATMs, or make el ectronic
debit purchases fromtheir cash accounts.
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Food St anps

FS

Under EBT, the benefit |ife cycle is different than it was
pre-EBT. Under EBT, cash benefits are available to the
recipient as long as there is activity in the account. |If
there is no account activity for 90 days, the renaining
benefits are expunged without notice. Regardless of
activity, a cash benefit nust be entirely w thdrawn by the
recipient within 180 days of its availability date. The
remai ni ng bal ance of the 180 day cash benefit will be
expunged fromthe account without notice to the recipient.
(The 180 day benefit expungenent is currently under system
devel opnent .)

Under EBT, recipients may wthdraw cash from any ATMt hat
di splays the QUEST | ogo. After the fourth transaction, a
usage fee of $.85 will be charged for each additional ATM
transacti on made during the nmonth. This fee will be
deducted fromthe recipient's cash account. Sone ATMs wil |
al so i npose a surcharge for each cash withdrawal. Only
non-surcharging ATMs are listed in the SSD s cash access

pl an, and provided to clients upon request.

Al ATM Bal ance inquiries are free.

Reci pients may get cash back fromtheir cash account,
above the cost of their purchases, at participating
retailers (within their allowable cash grant). Sone
stores allow cash withdrawal s wi thout a purchase. The
amount of cash back is determ ned by the individua
retailer.

There is no linmt on the nunber of tines participants can
use their CBIC card at participating retail ers who display
the QUEST | ogo and dollar sign. Sone retailers, however,
may i npose a surcharge fee to withdraw cash benefits. Any
retailer who inposes such a fee nust display a sign telling
reci pients about the fee. Only non-surcharging retailers
will be listed in the Social Services District's (SSD s)
cash access plan. Recipients may be referred to the tol
free Locator Service tel ephone nunber (1-800-286-6793) to
find participating ATMs and retailers in their area who do
not surcharge.

There is never a surcharge on cash purchases made at
Poi nt of Sale (PQOS) devices.

I npli cations Include:

Paper FS coupons are elimnated under EBT. Instead, a
separate FS debit account is established. The FS debit
account enables recipients to purchase all owable food itens
at USDA participating stores, that display the QUEST | ogo
and food synmbol. Authorized retailers nust continue to
accept FS coupons that recipients may still have on hand
until 2002.



Under EBT, recipients no |onger have to access their entire
FS benefit all at once. They have the option of debiting
portions of the FS benefit as needed, and | eavi ng any
unused portion of the benefit to carry over fromnonth to
nont h.

Cash back cannot be issued fromthe FS account.
Al'l FS transactions are free of fees and/or surcharges.

Sone retailers will use manual vouchers because they have
very | ow vol une FS sal es, or because they do not have
access to electricity at the point of sale. Retailers wll
be required to call Citigroup for authorization when
processi ng manual vouchers. The recipient will sign the
voucher, and a hold will be placed on the recipient's FS
account for the anpunt of the purchase until the retailer
cl ears the nmanual voucher through Citigroup. When the
retailer clears the manual voucher, the recipient's food
account will be debited by Citigroup. Retailers have 15
days to clear manual vouchers.

Manual vouchers processed by participating retailers are
used solely for FS benefit purchases, not for cash
transactions.

Any aut horized FS retailer that processes nore than $100
per month in FS transactions, will be eligible to get an
EBT point-of-sale (POS) device. This device is provided to
the retailer at no cost. This includes such authorized
retailers as food banks, Enriched Housi ng Prograns,
congregate nmeals for the elderly sites, Residential
Treatment Centers (RTCs) and group hones, with nore than
three, but fewer than sixteen, residents. The POS device
enables the retailer to process FS benefits electronically
with the swipe of a CBIC card.

If a FS account is not accessed for a period of 270 days,
all benefits in the account will be expunged. Recipients
are inforned of benefit expungenment tinefranes in the EBT
training materials they receive. Any portion of that
benefit still remaining in the food account after 270 days
wi Il be expunged wi thout further notice to the recipient.

Expunged FS benefits that are nore than 270 days old
cannot be replaced by the SSD. Expunged FS benefits
that are less than 270 days old nust be replaced by the
SSD, if requested by the recipient.

A FS participant who has not accessed his/her FS account
for two consecutive nonths, including a participant
whose TA case is closed for failing to access cash
benefits, nust have the FS certification period
shortened and be called in for a recertification. The
recertification call-in notice nmust be issued prior to
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CBI C Cards

| mplicati

the I ast nonth of the shortened certification period as
described in the Food Stanp Source Book (FSSB) VII-B-4
(all) and VI-B-3.2.

Expunged FS benefits will be applied automatically to any
out st andi ng FS overpaynent, thus reducing the overpaynment
bal ance. (See Section VII, Cash Managenent Subsystem
(CAMS). NOTE: This is not true for Tenporary Assistance
Cash benefits.

ons for the CBIC card Incl ude:

EBT uses the CBIC card and PINto initiate all cash

wi t hdrawal , cash purchase, and FS debit transactions.
Medi caid (MA) benefits are accessed using this sanme card,
but a PINis not necessary to access MA benefits.

Per manent plastic CBIC cards with and wi t hout photos,

Aut hori zed Representative cards, and Tenporary Cardboard
CBI C cards (which should only be used for MA), wll
continue to be issued.

Vault Cards, which are a new type of tenporary card, are
i ssued when there is a need to issue a valid card to an
applicant or recipient in a tineframe that precludes
mailing. Each SSDis required to issue Vault Cards to
their applicants or recipients as needed. Because Vault
Cards cannot be used to access MA benefits, the tenporary
paper MA card nust still be issued. Sone of the el enents
necessary to support Vault Cards include:

e Special plastic card stock inventory (supplied
to SSDs by OTDA)

e Security storage for plastic card stock
i nventory (SSD responsibility)

 Assignment of staff to Vault Card issuance (SSD
responsi bility)

e Termnal security arrangenents for issuance and
activation (SSD responsibility)

» Access to PIN selection transaction by use of
PIN sel ection device(s) located in the SSD
of fice(s)

CBI C cards issued or reissued as of 2/99 display new
graphi cs and the EBT Custoner Service tel ephone number. A
recipient will be able to use their current CBIC card and
same PIN to access their benefits until they receive a new
card. Once a new card is received by the recipient, hel/she
may continue to use the same PIN to access benefits. Any
change to the recipient's |ast nane, sex or date of birth
will generate a new card.



All CBIC cards issued as of 3/4/98 contain the QUEST MarKk.
The Quest Mark is an identifier that assists cardholders in
determ ning where their card can be used. The Mark wil|l
appear on the back of all cards issued in prograns
followi ng the QUEST Rules, as well as ATM and POS terninals
that are operated in conpliance with the Rules. Because it
is a national identifier, cardholders can conpare the Mark
on their card to the Mark on term nals and determ ne

whet her their card can be used at any term nal across the
country.

Because issuers nust agree to conply with the QUEST
Operating Rules before they can affix the Mark to a
card, a nmerchant accepts the card knowi ng that once the
transaction is authorized, paynment is guaranteed under
the Rules. Al nmerchant and financial participants know
the responsibilities, liabilities and guarantees that
apply to themunder the Rul es.

If a PIN nunmber is incorrectly entered four consecutive
times, the account will be automatically |ocked until the
next day. Selection of a new PIN by the recipient will not
unl ock the account. The account will be automatically

unl ocked shortly after mdnight.

Reci pi ents who are homebound, incapacitated or those with
[imted access to their benefits, nay designate an

Aut hori zed Representative to access their benefits on their
behal f. The Authorized Representative is an adult who may
not be part of the household, but who is famliar with the
rel evant househol d circunst ances.

Aut hori zed Representatives may al so be desi gnated

enpl oyees of a Residential Treatment Center (RTC) or an
approved group hone, in order to facilitate the process
of accessing benefits for resident recipients.

Under EBT, there is no change to the process by which an
Aut hori zed Representative is chosen or is approved.
Partici pants who choose to have Authorized
Representatives will receive two CBIC cards. One card
can be used by the recipient to access their cash, FS
and MA benefits. The second card is used by the

Aut hori zed Representative to access cash and FS benefits
only. MA benefits cannot be accessed with the

Aut hori zed Representative card. This Authorized
Representative card contains both the participant's nane
and their Authorized Representative's name and may
contain the photo and signature of the Authorized
Representati ve

The recipient and the Authorized Representative each
choose a different PINin order to access the
recipient's benefits. The PIN can be changed using the
PI'N sel ection device located in the SSD



I'V. Required Action

A

Cener al

Cust onmer Service Support

To assist SSDs in maintaining their primry
responsibility in neeting recipients' needs, Ctigroup
EBT Customer Service, Locator Service and Training

Hel plines will be avail abl e.

Citigroup EBT Custonmer Service will be partnering with
SSDs to provide conprehensive custoner service to

reci pients. EBT Customer Service is responsible for the
fol | owi ng:

* Providing recipients with the avail abl e bal ance in
the FS benefit and/or Cash benefit account(s)

« Informing recipients of cash access by providing the
Locat or Service tel ephone nunber

e Accepting and processing a claimsubm ssion from
reci pients for reported discrepancies in their Cash
and/ or FS benefit accounts

* Authorizing PIN changes and providing further
i nstructions

e Deactivating lost/stolen CBIC cards

e Providing a witten record of the past two nonth's
transacti ons

e Providing a listing of the |ast 10 Food and/or Cash
account transactions

e Providing dates of benefit availability and pick-up

Citigroup EBT Customer Service will also be responsible
for providing recipients access to the Autonated
Response Unit (ARU). The ARU is an autonated system
that provides recipients with answers to questions
regardi ng account transactions and account bal ances.
This system can be accessed by tel ephoning the EBT
custoner service toll free nunmber at (1-888-328-6399).

Locator Service

A locator service, which will informrecipients of the
| ocati on of ATMs and POCS devices that do not surcharge,
will be provided. The EBT Locator Service can be
contacted by tel ephoning toll free (1-800-289-6739).

Trai ni ng Hel pline

Instructions to the CBI C cardhol der on the use of the
CBIC card at ATM and PCS devices is avail able over the
t el ephone. The Training Hel pline can be contacted tol
free at (1-866-491-3940). The Training Hel pline, which



wi | | operate during conversion/inplenentation, provides
the follow ng services to recipients:

» Educates recipients on the use of the CBIC card

* Provides instruction on how to use ATMs

e Provides instruction on howto use POS devices

e Provides dates of benefit availability and pick up

e Provides training on the use of the Autonated
Response Unit (ARU)

* Provides informati on on Manual Vouchers

e Provides instruction on the use of the PIN and how to
change a PIN through the ARU

* PIN Sel ection

Prior to EBT inplenentation, recipient PINs will
autonmatically be converted fromEBICS to EBT.

Therefore, recipients will continue to use the sane PIN
for EBT that they were using for EBICS

After the conversion, in order to create a PIN on a new
case, a CBIC card is required. New applicants who have
never had a CBIC card, regardl ess of whether they
requi re same day benefits, may need to be issued a Vault
Card. Once the Vault card is issued, the applicant can
create a PIN by using the PIN sel ection device. If the
applicant is deternmined eligible for assistance, hel/she
will be able to use the Vault card and PIN nunber to
retrieve benefits until a permanent card is nuail ed.
After case opening, a PIN nmailer will also be sent to
the recipient, containing the same PIN that was chosen
by the recipient when using the PIN sel ection device.

If the applicant already has a CBIC card and needs sane
day benefits, the card may need to be |inked to the case
in CBIC. The procedure for doing this has not changed
fromthe current (EBICS-CBIC) process. No action is
required to activate the PIN. If the applicant has a
CBIC card already in their possession, and does not
requi re same day benefits, no action is needed to
activate the CBIC card or PINin order to retrieve EBT
benefits.

All new recipients will be automatically nailed a PIN at
case openi ng.

e Changing a PIN
PINs can be obtained in one of the follow ng ways:

1. PIN Mailer - Al newrecipients wll
automatically be nailed a PIN after case opening.
If the applicant selected a PIN prior to case
opening via the PIN sel ection device, (see bel ow)
then the PIN al ready sel ected by the recipient



will appear in the nailer after case opening. |If
the recipient did not pick a PIN while an
applicant, then the systemwill generate a PIN
and it will appear in the PIN mailer.

Reci pi ents nay al so contact the SSD worker and request a
PIN be mail ed. The SSD worker enters necessary
information into the CBIC systemusing function 11. The
systemw || produce a PIN nailer containing the
recipient's nost recent PIN, or, will generate one if
none already exists for the recipient. |If recipients
desire to change their PIN, they may tel ephone customner
service or use the PIN sel ection device at the SSD.

2. PIN Sel ection Device - The PIN sel ection device
will be installed at each SSD. Wth the help of a
SSD wor ker, the recipient inserts his/her CBIC
card and enters a new PIN on the PIN sel ection
devi ce keypad twice for verification. A phone
I ine connects the device to the contractor's EBT
system conputers. The PINis encrypted and |inked
to the CBIC card inmediately

3. Cust oner Service (1-888-328-6399) - The recipient
can call this nunber to speak to a Customer
Service Representative who will verify the
recipient's identity and provide the recipient
with an authorizati on nunber and an additi onal
t el ephone nunber. The recipient nmust dial the
second t el ephone nunmber and foll ow the
instructions. Once this procedure is conpleted,
the PINis imrediately linked to the CBIC card.

e Lost or Stolen CBIC Cards

Reci pi ents nust report lost or stolen CBIC cards to
Citigroup Custonmer Service inmediately. Custoner
Service will disable the card to prevent any future use
and refer the recipient to the SSD for card repl acenent.
Thi s can be done 24 hours a day/7 days a week.

e Troubl eshooti ng

SSDs continue to be responsi ble for assisting recipients
in identifying solutions to problens that can result in
reci pients being unable to access their cash and FS
benefits.

In order for recipients to successfully access their
Cash and/or FS accounts utilizing the EBT benefit
delivery nethod, all of the follow ng nust be present:

e ACBICcard that is active in the Citigroup System
* Awvalid PINthat is used correctly
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Cash

A FS and/or Cash account that is active in the

Citigroup system (Accounts are automatically

created by Citigroup on receipt of CBIC card data.)

* (NYC Only) A correctly authorized and issued benefit
in the WWS System including designation of a payee
or alternate payee

* (Upstate Only) A correctly authorized benefit in the
WVS systemor BICs, via the BICs pre-reg process

e An available Cash or FS benefit in the Ctigroup

system

If any of the above elenents are mssing, the recipient
will be unable to access his/her benefits fromtheir
cash and/ or food account.

In order to assist SSDs in deternining the cause of a
probl em and the possible resolution, please refer to the
attached EBT Upstate Troubl eshooting Gui de (Attachment
B) .

Lost or Stol en Cash

When the recipient clains to have an i mredi ate need as a
result of a lost or stolen card and PIN, SSDs shoul d
follow the procedures listed in the PASB IV-F-3. [If an
i medi ate need is deternmined to exist, the SSD nust
provi de recoupabl e advances when authorized by Ofice
regul ations (i.e., rental or utility arrears) or nake
referrals to conmunity resources when the recipient is
in imediate need. SSDs cannot replace any benefits

wi t hdrawn before the card is disabled, nor can SSDs

repl ace any benefits when soneone steals the recipient's
CBI C card and PIN and subsequently wi thdraws benefits.

Benefit Redenption Probl ens/ Questions

The followi ng are situations that may occur, due to a
systens error, and instructions on how the SSD shoul d
handl e them A systems error is an error resulting from
a mal function at any point in the redenption process. A
systems error could potentially occur anywhere between

t he host conputer and a POS device. For the purpose of
di scussi ng an erroneous posting, a systems error could

al so be a mal function between the New York State and
Citigroup conputer systems. GCenerally, addressing these
types of problems is the responsibility of Citigroup
Customer Service. However, SSDs need to know what these
probl ems can be, and what the recipient should do to
resol ve the probl em

Retailer Initiated Adjustment

A recipient nakes a purchase and/or a w thdrawal from
hi s/ her cash account. The receipt indicates the correct



anount that was purchased or w thdrawn. However,
unknown to the recipient, the store's equiprment is not
wor ki ng properly and the noney has not been deducted
fromthe recipient's EBT account at the tinme of the
transaction. Generally, the retailer will becone aware
of the error within a few days of the transaction, when
the retailer perforns accounts reconciliation

The retailer can reprocess the transaction as soon as it
is discovered. A Notice to the recipient is not
required. |If the cash account does not contain enough
noney to conplete the transaction, the retailer wll
reprocess a subsequent transaction through G tigroup
when the cash account does contain funds to settle the
debt and nake the retailer whole. Notice to the
recipient is not required because the recipient
initiated and authorized the transaction and received a
recei pt containing the correct infornmation

If the recipient questions any deductions fromtheir
account as a result of a reprocess transaction, the SSD
nmust advise the recipient to contact Citigroup Custoner
Service and to follow the ClaimProcedure that is
outlined in the following Client Initiated Adjustnent
Secti on.

Client Initiated Adjustnent

A recipient may have a discrepancy in his/her cash
account bal ance as a result of a systens error, such as
an erroneous debiting of their account during a cash
transaction at a retailer or an ATM or of an ATM

m sdi spense (for exanple, the recipient requests $40
froman ATM and $40 is shown on the receipt. However,
only $30 cones out of the ATM.

The reci pient nust contact the Citigroup Custoner
Service Departnent to report a claim Wen a recipient
reports a claimto Customer Service, the representative
will initiate an investigation of the clained
transaction. The client will be given a clai mnunber
and advi sed that they can call back to check on the
status of the claim The recipient is also advised
that the investigation may take up to 30 days to

conpl ete

If the investigation finds that there was a systens
error, Citigroup will process an adjustnent by crediting
the recipient's cash and/or food account for the anount
erroneously debited or m sdi spensed. A new concurrent
notice (currently under developnent) will be issued to
advise the client of the disposition of their claim

i ncl udi ng any noney posted to the account to correct a
verified error.

SSDs cannot replace benefits that are misdispensed. |f
the recipient clains that he/she have an i medi ate need



as a result of this process, the SSD nust investigate
and if there is an inmedi ate need, either issue a
recoupabl e advance if authorized by O fice regul ations,
or refer the recipient to a conmunity resource.

Erroneous Posti ngs

In rare instances, EBT cash benefits nay be posted
erroneously due to a systens problem |f this happens,
NYS OTDA wi || pull back the benefit before or, if
necessary, after the availability date. This pull back
nmust be nade as soon as possible after discovery by OTDA
or Citigroup (this is normally done within two busi ness
days). A SSD data entry error or an incorrectly

aut hori zed benefit by the SSD worker are not considered
erroneous systens postings, and therefore, continue to
be subject to existing recovery rules. An exanple of an
erroneous systens posting would be if, due to a systens
problem a duplicate paynent file was transmtted from
OTDA to CGitigroup, unjustly enriching nunerous recipient
accounts. Notice to the recipient is not required in
this situation. |If less than the full benefit anmount
that was erroneously posted to the account is available
for recovery, the entire amount remaining in the account
wi |l be deducted by OTDA or Citigroup. Notice to the
recipient is not required. OIDA or Citigroup wll
deduct any renmi ni ng bal ance owed due to the erroneous
posting from subsequent nonths benefits. Again, notice
to the recipient is not required. The total anmpunt
deducted in this situation cannot exceed the origina
erroneously posted benefit anmount.

If the recipient questions a deduction to their account
as a result of a pull back of an erroneously posted
benefit amount, SSDs shoul d advise the recipient to cal
Citigroup Custoner Service, unless they know at the tine
of the inquiry what the problemis. [|f the SSD knows,
then they nust explain the situation to the recipient
and al so explain that there are no fair hearing rights
for this situation. Oherwi se, Citigroup Custoner
Service will investigate the recipient's conpl aint and
refer the recipient back to the SSDif it is an
erroneous posting situation

* Expunged Benefits

When a benefit is expunged, that does not nean that a
recipient will no longer be able to access the account,
nor does it nean that new benefits will be prevented
fromgoing into the account. Expungenent reports will
be distributed to SSDs on a regul ar basis. Anyone who
appears on this report should have his/her need and
eligibility for assistance (prior and current)
redetermned i medi ately.



C.

Food St anps

If a recipient cones into the SSD after their TA
benefits have been expunged and requests that the
benefits be restored, then the SSD nmust reauthorize any
expunged benefits where the recipient has not been

i ssued an appropriate notice of discontinuance.

Expunged benefits nmust not be applied towards reducing
previ ous TA overpaynents. However, if all or part of

t he expunged benefit is itself an overpaynment, then CAMS
shoul d be adjusted manually to reduce the overpaynent.

There is no automated process which applies expunged
benefits to CAMS. A report will be devel oped

i dentifying cases with expunged benefits that al so have
out standi ng over paynent bal ances. SSDs must decide if
CAMS shoul d be adjusted nanually to reflect these
expungenent s.

Er roneous Posti ng

When a systens error results in the posting of an

i ncorrect benefit amount in an EBT FS account, the
benefit may be pulled back wi thout notice to the
recipient. |If an attenpt is made to pull back the
erroneous posting after the benefit availability date,
and the full anount of the erroneous posting is not

avail abl e for recovery, the residual account bal ance nay
be recovered, with the remai nder of the erroneously
posted benefit ampunt to be recovered fromfuture
nonth's benefits. Total recovered anpbunts cannot exceed
the original, erroneously posted benefit anount.

No client notice of the recovery is required because the
reci pi ent already has been notified of the correct
benefit amount. SSD staff nust answer recipient
guestions regardi ng recovery of erroneous postings, to

t he extent possible, using information obtained through
WVS/ BI CS and the EBT administrative terminal. SSDs
shoul d refer recipients who request additiona
information to the EBT contractor's toll-free Customner
Service Hel pline at (1-888 328-6399).

Retailer-Initiated Adjustnent

A retailer that, due to a systemerror does not receive
the correct payment anount, has ten days fromthe date
the error occurred, to register a claimwth the EBT
contractor to have the ampbunt of the shortage debited
fromthe FS recipient's account. |If confirned, the
retailer-initiated adjustment will be recovered fromthe
reci pient's current account balance or, if insufficient
funds are present, will be recovered fromthe next
month's benefits. Wen a retailer's claimwould result
in a debit adjustnent in a recipient's FS account, a



hold will be placed for ten days on the recipient's
account for up to the amount of the adjusted clai m by
the retailer. |If insufficient funds are available in
the recipient's account to cover the adjustnent, the ten
day hold will be placed on the balance remaining in the
reci pient's account. The renai nder of the adjustnent
will be debited fromthe next nonth's benefit. In
addition, OTDA will issue a concurrent notice of adverse
action, through the Client Notice System (CNS), to the
household. (Currently, CNS system does not support this
notice function.) The household may appeal the action
by requesting a Fair Hearing within 90 days of the
notice date. A household that requests a Fair Hearing
within ten days of the notice of a retailer-initiated
adjustrment will have the hold rel eased on the held funds
in their account. This is called a "provisiona

credit". |If the household does not request a fair
hearing within ten days of the date of the notice, the
reci pient's account is debited and the adjustment is
made into the retailer's account. A household that

recei ves a provisional credit and subsequently | oses
their Fair Hearing will have the anpbunt of the
provisional credit recovered fromtheir current or next
nonth's benefits, with no additional notice.

@

ient-Initiated Adjustnent

A recipient who reports that an EBT system error
resulted in an incorrect anount being debited fromthe
FS account must be advised to register a claim by
calling the EBT contractor Customer Service Hel pline at
(1-888 328-6399). Recipients may register FS clains up
to 90 days after the disputed transaction. |If the
contractor has not conpleted a claiminvestigation

wi thin ten business days of its receipt of the claim
but has deternined that the suspected error was system
generated and not the result of a hunan m stake, the
househol d' s account nust be provisionally credited in

the amount of the alleged error. |If the contractor's
i nvestigation results in a denial of the recipient's
claim the OTDA will issue a concurrent notice through

CNS. The recipient nay appeal the denial of the claim
by requesting a Fair Hearing. A provisional credit is
not given to a recipient pending a Fair Hearing decision
regarding the denial of a recipient initiated

adjustrment. If a provisional credit was given while the
contractor investigated the claim and the clai mwas
deni ed, the amount of the provisional credit will be

recovered fromthe current or future nonths benefits
wi t hout further notice to the househol d.

e Unaccessed FS Benefits

e FS participant who has not accessed his/her FS
account for two consecutive nonths, including a
partici pant whose TA case is closed for failing to



access cash benefits, nust have the FS certification
peri od shortened and be called in for a
recertification. The recertification call-in notice
nmust be issued prior to the last nmonth of the
shortened certification period as described in the
Food Stanp Source Book (FSSB) VII-B-4 (all) and VI-B-
3.2.

D. Cash and FS Benefits

e Non-Systens Errors

A recipient or retailer who requests correction of a
non-systens transaction error should be advised to
contact EBT contractor Custoner Service at (1-888-328-
6399). Exanples of non-systemerrors include a cashier
who keys in an incorrect transaction anmpunt or a
recipient's claimthat a nmerchant overcharged for a
purchase. Such errors cannot result in a provisiona
credit.

e Canceling or Voiding a Benefit

If a SSD wants to cancel or void a benefit, it may do so
before the benefit availability date. Once a cash
benefit or FS benefit becones available in the

reci pient's EBT account, the SSD may not cancel or void
that benefit. The benefit is considered owned by the
reci pi ent and cannot be pulled back. [If an error was
made in the benefit anpunt and that error results in an
over paynent or underpaynent, appropriate action nust be
taken in accordance with current procedures.

E. Food Stanp Cash-out

Federal FS policy prohibits the continuation of FS cash-out
once an EBT systemis operational in this State. Currently,
there are two groups of FS clients that receive their FS
benefits in the formof cash. The first is Child Assistance
Program (CAP) districts that inplenented CAP before 1995.
There are el even upstate CAP districts (Al bany, Allegany,
Broorme, Chautauqua, Erie, Niagara, Oneida, Onondaga, Rockl and,
St. Lawence, and Suffol k) which cash-out FS benefits to CAP
famlies. In addition, Monroe County SSI househol ds receive
their FS benefits in the formof cash.

Once EBT is operational in all these districts, FS cash-out
will no longer be pernmitted. FS cash-out for both CAP and
Monroe County SSI recipients will be converted to EBT at the
sanme tine. As of February 1, 2001, FS recipients inmpacted by
this change will no | onger receive cash-out. Rather, these FS
recipients will receive a credit to their EBT FS account that
nmust be used to purchase food itenms approved by the USDA.

A legal notice is not required to notify inpacted clients of
this change. However, this Ofice will conduct an
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informational mailing via WM to all CAP participants in the
affected districts and Monroe County SSI recipients receiving
cash-out inform ng them of the end of cash-out. Attachment A
of this ADMis a copy of the informational notice. The notice
is not being translated into Spanish, but does contain Spanish
instructions indicating that assistance in having the notice
transl ated can be obtained by calling this Ofice' s hotline.

There will be no need for local district staff to adjust FS
cash-out paynent lines prior to this change. FS cash-out
paynent |ines are distinguished fromnormal FS benefit paynent
lines by a Method of Paynent Code of "10". Once EBT is
operational, BICs will read FS paynent lines with a Method of
Paynment Code of "10" as if the Method of Paynent Code was "01"
Unrestricted. This nmeans that inpacted fanmlies will no

| onger receive FS as a cash-out benefit, but rather, wll
receive a credit to their EBT FS account that must be used to
purchase food items approved by the USDA

When reaut horizing CAP and Monroe county SSI FS paynent |ines
that expire after EBT inplenentation, local district staff
nmust renenber to use Method of Payment code "01" (rather than
"10") to ensure that FS benefits are properly authorized.

F. Goup Hones

SSDs nust continue to issue Authorized Representative CBIC cards for
FS Eligible residents of Residential Treatnent Centers (RTCs). The
criteria for determ ning whether a RTC or other group living
facility is FS eligible is not changed by EBT inplenentation. Any
RTC and any group honme with nmore than three, but fewer than sixteen
residents, that is an authorized FS retailer and processes nore than

$100 in FS transactions per month, will be eligible for a point-of-
sale (POS) device. Facilities and providers that do not neet this
criteria, or that choose not to obtain a POS device, still will be

able to use their residents' FS benefits to purchase food. However,
they may have to use slightly different nethods than they used under
EBI CS

WVS | nplications

There is no WVB i npact .

MA | nplications

There is no MA | npact.

Fiscal Inplications

Wth the inplenmentation of EBT, there will be a nunber of changes in the
fiscal area. There are, however, many simlarities between the current
EBICS fiscal process and EBT. The funding of the cash accounts will be
simlar to the current EBICS process where the contractor will access a
designated local district bank account to w thdraw funds based on client
transactions. The same EBICS bank account nay be used for EBT. The sane
situations that currently result in a FS liability will continue under



EBT. BICS and CAMS are bei ng enhanced to support SSDs by providing
reconciliation information, as well as being updated to autonmatically
process new EBT requirenents.

Fundi ng t he Bank Account

Once each business day, the EBT contractor will initiate a wire transfer
to a bank account that has been designated by the local district. The
amount of the draw will be the amount of the cash benefits transacted by
the clients during the EBT contractor's previous business day, plus or

m nus any adj ustnents.

Local districts nmay review on-line through the EBT Adnministrative (Adn
System the anount of nobney withdrawn fromtheir accounts. Loca

districts may generate daily a report of the wire transfer and forward the
information to the county fiscal officer. At this tine, all wre
transfers, since the inception of EBT, will be available for review from
the EBT PC Admini strative system

For upstate districts, the process will be simlar to the current
Aut omat ed Cl earing House process utilized for EBICS, except there will be
only one transacti on each day.

FS will be drawn on a statewi de basis fromthe established USDA account.
Local districts do not need to performany functions related to the
fundi ng of FS.

FS Liability

Currently, if a duplicate FS issuance is generated or if a WEB
authorization is not processed within 60 days after the issuance of an
energency FS benefit, the local districts will be assessed the val ue of
t he undocunented benefit. In EBT, these two situations will continue to
be reviewed by the State and will result inliabilities to the |oca
district.

Reports that identify any duplicate or unauthorized emergency benefit
situation, will continue to be produced and forwarded to | ocal districts
each day. These reports nay be used to verify that the liability is
correct and al so nmay be used to nmonitor any situations that require an
aut hori zation to be processed, thus avoiding the liability to be charged.

New York City will also be liable for any duplicate or unauthorized
i ssuances.

BICS Inplications

For upstate districts, various BICS reports and processes have been added
to the systemto accombdate EBT. Since benefits in EBT can be wi thdrawn
in partial anmpbunts and since benefits may be cancell ed or expunged, there
will be situations where only a portion of the benefit will be identified
in BICS as cancelled. These will be identified in BICS with a new

reconciliation code. BICS will display the cancell ed/ expunged portion of
the cash benefit on the Cancellation Roll and on the Conposite Roll

As cash or FS benefits are withdrawn, BICS will be updated with the
redenption information. Each redenption will not be stored, but BICS will



mai ntain a running bal ance of how much of each issuance is still available
to the client during the previous day. For a history of all recent
transactions, SSDs nay review the contractor's Administrative system

There will be no change to the financial claimng of benefits on the
Conposite Roll. Benefits will be included on the Conposite Roll based on
the issuance date, not the date of redenption.

The sane one day | ag between the issuing of a single issue benefit and the
forwardi ng of the issuance record to the contractor will continue. This
allows tine for the local district accounting staff to ensure that an

aut hori zati on docunment has been revi ewed before benefits are made
available to the client.

SSDs will be able to produce, upon demand, a report of the outstanding
bal ance of benefits in recipients' accounts as of the end of a particular
nmonth. This report is slated for devel opnent after statew de EBT

i mpl enentation is conpleted. The purpose of the report is to allow a ful
reconciliation of cash benefits.

The FS reporting process has been changed to report benefits based on the
date the benefits reach the clients account, as opposed to the redenption
date. USDA considers the FS having been provided to the recipient when
the benefits are available to the recipient, not when the account is used
to purchase food. The FNS-256 and the Monthly Disposition Report will now
i nclude FS benefits based on the issue date being within the sel ected
report period.

Cash Managenent System ( CAVS)

Recoupnent processing for FSis being nodified to |ink the recoupnent to
the issuance, after the benefits have been made available to the
recipient. Currently, CAMS waits to determi ne whether the benefit has
been redeened before updating the overpaynent claimw th the recoupnent
anount. Since benefits are considered redeenmed at the tinme the benefits
are made available to the client, CAMS will not wait to deternmine that the
benefits have actually been wi thdrawn before reducing the overclaim

bal ance by the ampunt of the recouprment. Recouprents will be posted once
a nont h.

Through the EBT Administrative system the local district my update a
reci pient's EBT account when a client requests to voluntarily use his/her
EBT cash or FS benefits to repay an outstandi ng overpaynent claim CAMS
will automatically update the claimwith the voluntary repaynents. In New
York City, the W5 claimwi |l be updated with the repaynment information.

USDA has determ ned that when a FS benefit is expunged, the expunged
anmount nust be applied to any outstanding clains; thus reducing the
overcl ai m bal ance. Upstate CAMS will update the claimwith the posting to
reflect that the claims outstandi ng bal ance has been reduced. In New
York City, WS will be updated to reflect that the outstandi ng bal ance has
been reduced. This process of posting to a claimfor expunged benefits is
not applicable to public assistance overpaynents.
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Reconci li ati on

Districts will receive reports on a daily basis related to the amunt of
noney deposited to and withdrawn fromeach recipient's account. Also

i ncluded on the reports will be adjustnents that have been nade to

reci pient's accounts. Districts should use the BICS-generated reports and
the contractor's on-1ine account draw i nformati on to determ ne for each
day the outstanding balance. Periodically, districts should produce the
Bl CS- gener at ed Qutstandi ng Report and bal ance the detailed records to the
dai ly mai ntai ned bal ance.

Ef fecti ve Date

This Administrative Directive is effective upon rel ease.

Patricia A Stevens
Deputy Conmi ssi oner
Di vi sion of Tenporary Assistance



Attachment A

Si necesitas ayuda en traduciendo esta carta a espanol por favor
[ lama 1-800-342-3009 (If you need help in having this transl ated
i nto Spani sh please call 1-800-342-3009).

Dear Sir/ Madam

This is to let Child Assistance Program (CAP) and Mnroe County

Suppl enental Security Incone (SSI) recipients know that how you get your
food stanmp (FS) benefits is changing. As of February 1, 2001, you will no
| onger get your FS benefits in the formof cash. As of that date, you
will get your FS benefits deposited into an account that you can access
via the Electronic Benefit Transfer (EBT) system This change will not

af fect the anpbunt of FS benefits you get, only how you access them

The United States Department of Agriculture (USDA) does not |et us cash-
out FS benefits once we have an EBT system Under EBT, you get your FS
benefits electronically. This neans that to redeem your FS benefits, you
nmust bring your EBT card into a USDA aut horized store (neighborhood
supernarket), sw pe your card and enter your Personal ldentification
Nunber (PIN) into the EBT system The store then |ets you purchase

all owabl e food items up to the amount of FS benefits that you have in your
account by deducting the anmount of your food purchase from your EBT FS
account. For exanple, if you have $200 in FS benefits in your account,
you will be able to purchase up to $200 in groceries fromthe store.

This change will not inpact the amount of FS benefits you get, or when you
get your FS benefits. |If you are not already using the EBT system you
will start using it soon, and should already have received infornmation
about EBT in the mail.

When figuring out how you are going to pay your bills in March 2001,

renmenmber your FS benefits will not be available to you as cash. If you
have any questions about this, please call your CAP case nmnager or your
FS wor ker.

Si ncerely,

New York State O fice of
Tenporary and Disability
Assi st ance



