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Q1: What is changing?  
Today, clients visit their local office when they need an EBT card replaced. This fall, the process for 
replacing lost or stolen EBT cards will be centralized statewide. The new process will involve clients 
requesting a replacement card by calling a toll-free phone number and receiving the replacement 
card by U.S. Mail. 
 
Q2: When will the change take place?  
Sometime this fall. The start date will be announced in a transmittal to staff.  
 
Q3: Does this affect all DHS clients who use an EBT card?  
Yes. This is for any client using an Oregon Trail Card to receive DHS benefits, including SNAP and 
TANF.   
 
Q4: Will there also be a change to how we issue initial EBT Cards? 
No. The change does not affect how we issue initial EBT cards as part of a new application or intake 
appointment. An initial card is being defined as any card issued when a new application for benefits is 
processed.  This would include a client that does not recertify timely and has a break in benefit.  The 
initial card also includes the first EBT card issued to household members or alternate payees.  
 
Q5: Will damaged EBT Cards continue to be replaced in local offices? 
Yes. Damaged EBT Cards are an exception. These will continue to be replaced in the local offices. 
Lost or stolen EBT Cards will be replaced by the centralized work unit.  
 
Q6: Is there anything staff needs to change or do right now?  
Continue using our current EBT Card replacement process until you receive a transmittal that tells 
you when to stop. In the meantime, start talking with clients about the upcoming process change and 
the importance of securing their EBT Cards.   
 
Q7: What should I be telling clients right now?  
There is a talking points sheet attached to this Transmittal that you can keep handy to guide your 
comments to clients. You can tell clients the following:  

 Right now, if your EBT Card is lost or stolen you can go to any DHS office to get a replacement 
but that will be changing. This fall, we’ll stop replacing cards in offices across the state and you 
will have to call a toll-free number to get a replacement card sent to you by mail.  

 
 It could take about five calendar days to get a replacement card by mail but the average is 

closer to three days.   
 

 You can use your own phone to call the toll-free number to ask for a replacement card or you 
can use the lobby phone in a DHS office if one is available. Instructions will be posted by the 
phone for people who want to make the call in a DHS office.   

 
 We don’t have a date for when this will start yet but we’re giving clients a heads up now. Do 

you have any questions?  
 
 
 



Q8: Why are we moving to centralized EBT Card replacement process?  
We replace more than 10,000 EBT Cards a month statewide. EBT card replacement is being 
centralized to: 

 Reduce workload and decrease traffic in local office lobbies; and,  
 Reduce the overall number of cards replaced, which not only saves the agency staff time and 

money, but has potential to reduce the risk for fraud.  
 
Q9: How will it work for clients?  
Clients will call a toll-free number to request a replacement card. Clients can call using their own 
phones or a phone in a DHS office lobby, where available. Instructions in multiple languages will be 
provided to be posted by lobby phones in local office to guide clients through the call. A small, 
centralized team located in Salem will take the calls, process the requests and mail out the 
replacement cards.  
 
Q10: Will the centralized EBT card replacement team include a Spanish-speaking staff 
member?  
Yes. At least one team member will be fluent in Spanish.   
 
Q11: How will clients who speak languages other than English and Spanish be helped?  
Employees will use Language Link to provide services in languages other than English and Spanish.  
 
Q12: How long will it take clients to get a replacement card in the new process?  
Mail tests to different parts of the state show it can take up to five days for a client to receive a 
replacement card by U.S. Mail; however, the average is closer to three mailing days.  
 
Q13: Will there be exceptions to the new replacement process?  
There will be exceptions to the new process although there will be very few. A workgroup is finalizing 
exceptions. Those who meet the exception criteria can have their EBT cards replaced in the local 
office.  
 
Q14: How will homeless clients receive EBT Cards?  
Homeless clients will receive replacement cards by U.S. Mail at the mailing address specified by the 
client or at the mailing address DHS has on file for them.  
 
Q15: How will “lost and returned” EBT Cards be handled?  
The current “Lost and Returned” policy and mailing information will not change. All EBT cards have 
the P.O. Box 14850 address in Salem printed on the back. A person who finds a lost EBT Card would 
use this address to return it by mail.   
 
Q16: How will “return mail” be handled by the centralized EBT Card replacement team?  
The centralized EBT Card replacement team will have its own mailing address. Return mail will be 
sent to the centralized EBT Card replacement team at its specific mailing address. Current business 
procedures will be followed regarding returned mail containing EBT Cards. These cards will be 
immediately destroyed.  


