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This is an amendment to 8.100.100 NMAC, Section 17 and 18-23 effective 3/1/2020.

8.100.100.17 BENEFIT ISSUANCE SYSTEM:

A. Electronic benefit transfer (EBT): SNAP and cash benefits are issued through a direct deposit
into an EBT account. The benefits are maintained in a central database and accessed by the household through an
individual debit card issued to the household.

B. Initial issuance of EBT card: The EBT card is issued to the designated payee of the eligible
household or to the designated authorized representative.

(1) The EBT card is mailed to the head of household or the designated authorized
representative on the first working day after the application is registered. The applicant or recipient shall receive
training on the use of the EBT card prior to activation of the EBT card.

(2) The EBT card shall be issued to the payee for an eligible household through the most
effective means identified by HSD which may include issuance at the county office or by mail.

(3) The applicant or recipient must verify his or her identity.
(4) The payee for the eligible household may select the four-digit personal identification
number that will allow access to the household’s benefits.
C. Replacement of the EBT card: The recipient or designated authorized representative shall be
instructed on the procedure for replacement of an EBT card that has been lost, stolen or destroyed.
(1) The recipient or designated authorized representative may report a lost, stolen or

destroyed EBT card through the HSD EBT contractor customer service help desk, HSD EBT customer service help
desk or any ISD field office.

(2) The lost, stolen, or destroyed EBT card shall be deactivated prior to a replacement card
being issued to the household.
(3) ISD shall make replacement EBT cards available for client to pick up or place the card in

the mail within two business days following notice by the household to ISD that the card has been lost, stolen or
damaged.

(4) ISD may impose a replacement fee by reducing the monthly allotment of the household
receiving the replacement card, however, the fee may not exceed the cost to replace the card.
D. Excessive replacement cards: The HSD office of inspector general (HSD OIG) will generate a

warning letter to SNAP recipients that have replaced their EBT card five or more times in a 12 month period. The
letter is a notice of warning and will explain that as a result of the recipient’s high number of replacement EBT
cards, their EBT SNAP transactions will be closely monitored. The letter will become part of the recipient’s case
record. The letter will:

(1) be written in clear and simple language;

(2) meet the language requirements described at 7 CFR 272.4(b);

(3) specify the number of cards requested and over what period of time;

(4) explain that the next request, or the current request if the threshold has been exceeded,
requires contact with ISD before another card is issued;

(5) provide all applicable information on how contact is to be made in order for the client to
comply, such as whom to contact, a telephone number and address; and

(6) include a statement that explains what is considered a misuse or fraudulent use of benefits
and the possibility of referral to the fraud investigation unit for suspicious activity.

E. Inactive EBT accounts: EBT accounts which have not been accessed by the recipient in the last

90 days are considered a stale account. HSD may store stale benefits offline after notification to the household of
this action.

(1) The notification to the household shall include the reason for the proposed action and the
necessary steps required by the recipient to reactive the account.
(2) The recipient may request reinstatement of their EBT account anytime within 364 days
after the date of the last benefit account activity.
F. EBT benefit expungement: When benefits have had no activity:
(1) SNAP: HSD may expunge benefits that have not been accessed by the household after a

period of 365 days. HSD must attempt to notify the household prior to expungement. Expunged benefits are no
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longer available to the household. Requests for reactivation must be received prior to expungement and a
determination shall be made by the director or designee of the income support division.

(2) Cash: Cash assistance benefits which have had no activity for an excess of 180 days will
be expunged. All benefits older than 180 days in the account will no longer be accessible to the household. The
household loses all rights to all expunged benefits. The department shall attempt to notify the household no less than
45 days prior to the expungement of the cash assistance benefits.

[8.100.100.17 NMAC - N, 3/1/2020]

8.100.100.[17] 18 TRAINING:

A General statement: Effective staff development and training is an integral part of successful 1ISD
program operations. 1SD supports employee attendance at job-relevant training opportunities. Attendance at
training sessions needs supervisory approval. Priorities for such approval are:

QD training to improve skills needed in an employee's current position;
2 training to add new skills useful in an employee's current position;
?3) training for an employee's career development.
B. Budget: ISD managers are encouraged to develop training plans and budgets for their

administrative units. Such plans must be coordinated with the I1SD training staff. ISD training staff members are
available for consultation in developing these plans and budgets.
[7/1/1997; 8.100.100.17 NMAC - Rn, 8 NMAC 3.1SD.060, 04/13/2001; Rn, 3/1/2020]

8.100.100.[28] 19 ADMINISTRATIVE TRAINING:

A Personnel: New employees: ISD encourages prompt attendance at new-employee orientation
sessions and requires completion of these sessions as specified in the division's training plan(s).

B. Professional development: 1SD supports attendance at training sessions for an employee's
professional development needs and goals. Such attendance requires supervisory review and approval and must not
interfere with timely performance of an employee's ongoing duties.

[7/1/1997; 8.100.100.18 NMAC - Rn, 8 NMAC 3.1SD.062, 04/13/2001; Rn, 3/1/2020]

8.100.100.[29] 20 PROGRAM TRAINING:

A New employee training: The division maintains a new-employee training curriculum for all
major programs administered by ISD. This program is accessible to all division and HSD employees who need
training in food stamps, financial assistance [and/er] or medical assistance programs.

B. Training standards: ISD training programs conform to the following standards:

Q) Needs assessments: Training programs are developed based upon generally accepted
methods of training needs assessment, for example; formal analysis, training needs survey, performance statistics.

2 Obijectives and skills: Training developed and presented by ISD staff must be objective
[andier] or competency based.

?3) Agenda and prior notification: Training provided to ISD staff members by other HSD
employees must, at a minimum:

(a) be planned in advance with enough notice to adjust work schedules;
(b) have a written agenda;
(c) be coordinated with the ISD training staff.
@) Training event report: All individuals who provide individual training sessions to ISD

staff must complete an ISD training event report and submit the form to the ISD training staff.
[7/1/1997; 8.100.100.19 NMAC - Rn, 8 NMAC 3.1SD.065, 04/13/2001; Rn, 3/1/2020]

8.100.100.[20] 21 PROVIDER TRAINING: Provision of training sessions - The ISD training staff
provides program training to providers on request as scheduling permits.
[7/1/1997, 04/01/98; 8.100.100.20 NMAC - Rn, 8 NMAC 3.1SD.066, 04/13/2001; Rn, 3/1/2020]

8.100.100.[2%] 22 SECURITY:

A Physical property: It is the responsibility of each ISD county director or bureau chief to develop
and maintain plans for insuring the security office equipment, furniture and facilities according to department and
other state and federal government guidelines.

B. Personnel security: ISD staff are provided training in tools and techniques to reduce the
incidence [andfor] or likelihood of violence or threats directed towards the ISD employee.
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[7/1/1997; 8.100.100.21 NMAC - Rn, 8 NMAC 3.1SD.070, 04/13/2001; Rn, 3/1/2020]

8.100.100.[22] 23ITINERANT SERVICES:

A ISD provides itinerant service to clients residing at a distance from local ISD offices. Income
support specialists visit specified locations on a regularly scheduled basis and conduct required interviews.
B. Itinerant schedules are available through local ISD offices. An itinerant location may not be

eliminated by 1SD without public notice and adequate justification.
[7/1/1997; 8.100.100.22 NMAC - Rn, 8 NMAC 3.1SD.100, 04/13/2001; Rn, 3/1/2020]
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