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New Policy Regarding a QUEST Card Replacement Fee 

CROSS REFERENCE 
7 C.F.R. § 274.6(b)(3)  

EFFECTIVE DATE 
July 1, 2016 

PURPOSE 
This Operations Memo announces new FoodShare policy to implement a fee that may be collected for 
the replacement of lost or stolen QUEST cards. 

BACKGROUND 
As a result of 2015 Wisconsin Act 55, the 2015-2017 biennial budget, a fee may be collected for the 
replacement of lost or stolen QUEST cards. The fee, per federal regulation, is based on the actual cost to 
replace an Electronic Benefits Transfer (EBT) card (referred to as a QUEST card in Wisconsin) and will 
be collected from the member’s FoodShare benefits. The fee amount will be $2.70.  

POLICY 
Starting July 1, 2016, FoodShare members may be charged a fee to replace their lost or stolen QUEST 
card. The goal of this new policy is to reduce fraud as well as the number of replacement QUEST cards 
being issued.  
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To assist FoodShare members who may be charged the replacement card fee, income maintenance (IM) 
workers should be familiar with the following policies: 

• The fee applies to all types of cardholders on a FoodShare account, which are the primary 
person, authorized buyer, and alternate payee. 

• Each type of cardholder will be eligible for one free replacement card each calendar year, from 
January 1 to December 31. For example, a primary person and an authorized buyer will each be 
eligible for one free replacement card each calendar year. 

• Due to the policy being implemented mid-year in 2016, each type of cardholder will be eligible 
for one free replacement card from July 1, 2016, to December 31, 2016.  

• The fee will automatically come out of the member’s FoodShare account. 
• Income maintenance workers may view the fee on the EBT Transaction Detail page in CARES 

Worker Web (CWW). If a member’s account is charged the fee, the page will show a debit 
transaction of $2.70. 

• Members may view the replacement fee charge transaction online when they log in to their 
QUEST card account at www.ebtedge.com. 

• If there are insufficient funds in the FoodShare account, the fee will automatically be collected 
when the full amount becomes available.  

• If there are insufficient funds for more than 90 days, the fee will not be collected. 
• The fee will only apply to QUEST cards that are being replaced due to being lost or stolen after 

the one free replacement card each calendar year.  
• The fee will not reset an account’s 365-day expungement clock. 
• The fee will not apply to an emergency replacement vault card or the permanent QUEST card 

generated by this vault card. 
 
Starting on May 23, 2016, a one-time informational letter about the card replacement fee was sent to 
FoodShare households. The letter was sent to all open FoodShare cases, regardless of the balance on the 
QUEST card, and to closed cases with a balance on the QUEST card. All authorized buyers, as well as 
authorized representatives who have requested correspondence, received a copy of the letter. A copy of 
the letter was saved in the Electronic Case File. Duplicates of this letter will not be available.  

CARES 

VIEW TRANSACTION HISTORY  
The EBT Transaction Detail page in CWW will show a debit transaction of $2.70 when a fee is 
collected.  
 

http://www.ebtedge.com/
https://www.dhs.wisconsin.gov/dhcaa/memos/16-16attachment1.pdf
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Figure 1 Example Debit Transaction for a Replacement Card Fee on the EBT Transaction Detail Page 

VIEW CLIENT CORRESPONDENCE HISTORY  
The one-time informational letter will be available on the Correspondence History Search Results page 
in CWW. The page will show the mailing date, title of the letter, how the information was given to the 
member (mail or online), and the language in which the one-time letter was generated.   

Figure 2 Example of the One-Time Informational Letter on the Correspondence History Search Results Page 
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ACCESS 

HOW MEMBERS VIEW THE ONE-TIME INFORMATIONAL LETTER 
For members who have chosen to receive paperless correspondences, ACCESS will display the one-time 
informational letter in their Check My Benefit: View My Letters page.  

Figure 3 Example of the One-Time Informational Letter on the Check My Benefit: View My Letters Page 

ebtEDGESM 

HOW MEMBERS VIEW QUEST CARD TRANSACTIONS 
Members can log in to their QUEST card account at www.ebtedge.com to view their account 
transactions, including the replacement card fee. 

http://www.ebtedge.com/
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Figure 4 Example Transaction for a Replacement Card Fee in a Member’s QUEST Card Account 

ATTACHMENTS 
• One-time informational letter 
• Notice of Decision letter for approvals 
• Notice of Decision letter for changes 

CONTACTS 
BEPS CARES Information and Problem Resolution Center 
 
 
 
DHS/DHCAA/BEPS/RG 

https://www.dhs.wisconsin.gov/dhcaa/memos/16-16attachment1.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/16-16attachment2.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/16-16attachment3.pdf

