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Section 2
l. Purpose

The purpose of this Informational Letter (INF) is to introduce the newly created PUB-4914: ““Electronic
Benefits Transfer (EBT) Cardholder Account Overview Guide” (EBT CAO Guide) to local social
services districts.

1. Background

There is now a secure internet website through which cardholders may access information about their
EBT cash and Food Stamp benefit accounts. This website, provided and supported by our EBT
contractor, JPMorgan EFS, is located at www.ebtaccount.jpmorgan.com. Access to the site is available
from any home computer and state computers with Internet access functions. The website is available in
English and Spanish, and includes such information as account balances, account activity, Personal
Identification Number (PIN) change functionality, a New York City message center, EBT Customer
Service message center, and a Chase ATM Locator Service.

The EBT CAO Guide was developed to assist website users in understanding the content of and
navigating through the various screens of the site.

I11.  Program Implications

The Cardholder Account website will provide recipients with an alternative to access many of the same
informational services that they now receive by calling the EBT Customer Service Helpline. We
anticipate that usage of the website will help to ease some of the call volume currently generated to the
EBT Helpline. In addition, since payphone access to the EBT Helpline is no longer available as of
August 15, 2007, this website provides another potential means of access for those impacted by that
change.

We are encouraging local districts to promote the use of this website by familiarizing staff with this
service, and by making the EBT CAO Guide available to your clientele as you deem appropriate. In
addition to English and Spanish, the EBT CAO Guide will also be available in the EBT Section of the
OTDA Intranet and Internet websites for viewing in 8 “other than English or Spanish” languages
(Arabic, Chinese, French, Haitian-Creole, Korean, Russian, Vietnamese, Yiddish).

IV. Forms Ordering Information:

e We expect that the new English and Spanish versions of the EBT CAO Guide will be printed and
available for ordering by local districts sometime in early October. The 8 “other than English or
Spanish” versions of the EBT CAO Guide will not be printed but will be available for downloading
for printing at the local district.

e Because local districts will not automatically receive supplies of this publication, any requests for
printed copies of the EBT CAO Guide or any camera ready copies of the 8 “Other Than English and
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Spanish” versions should be submitted on OTDA-876 “Request For Forms or Publication,” and
should be sent to:

Office of Temporary and Disability Assistance
BMS Document Services and Operational Support
P.O. Box 1990
Albany, New York 12201

Questions concerning ordering forms should be directed to BMS Document Services at 1-800-343-
8859, ext. 4-9522.

e Documents may also be ordered through Outlook. To order the forms you must obtain an
OTDA-876 electronically by going to the OTDA Intranet website at http://otda.state.nyenet/ then to
the Division of Operations and Program Support page and then to the OPS E-Forms page to the
Bureau of Management Services section (this section contains the electronic OTDA-876).

e For those who do not have Outlook but who have Internet access for sending and receiving email,
the Internet email address is: gg7359@dfa.state.ny.us . For a complete list of forms available for
downloading, please refer to the OTDA Intranet site:
http://otda.state.nyenet/Idss_eforms/default.htm.

Issued By

Name: Russell Sykes

Title: Deputy Commissioner

Division/Office: Division of Employment and Transitional Supports
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ELECTRONIC BENEFITSTRANSFER (EBT) CARDHOLDER ACCOUNT
OVERVIEW GUIDE

Customers with EBT Food Stamp and/or Cash Accounts may now access their account
information viathe internet in English or Spanish. The secure websiteis:
www.ebtaccount.jpmor gan.com

Functions available online include, but are not limited to the following:

Account Balance

Account Activity

PIN Changes

NY C Message Center

Customer Service Message Center
Chase ATM Locator Service

Following are instructions for logging on, registering and navigating the website.
Cardholders must register the fir st time they log on to the website.

EBT ACCOUNT LOG ON SCREEN

JPmMorgancChase O

Welcome to EBT Account En Espanaol m
The quick and easy way 10 30cess your EBT accoum

+ Chick yous balamcs

+ Feview ransaction kestony

= Change yeur PN

» Contact Cosbomer Sensoe
and mare

Firgl fime using this system@ Thck beee bo rogister and access your dcoount information =
‘Eegislaiion Halg™ S p— =

Lagin wei th UsarlD) and Passwor L]

User 1D

Passwand Enrgel Your Paggwond ¥

Take Me To: By Defaull Destnation ~ | ] Make Lhis page my defzull destination page

Login |
Login with CardMember and PIN
Card Mumber
Fib:
Take Me Ta Wy Defsull Destmation ~ | [C]ake thi= page my default destination page.
(o)

As a security measure, cardholders will be unable to access their account (locked out)
after 8 consecutive unsuccessful attemptsto log on. In order to regain access to the
account after a cardholder has been locked out, the cardholder must call Customer
Service. If acardholder forgetstheir password, thereisa*Forgot Y our Password”
function available to reset the password. This function is available on the log-in screen.
Cardholders will need to know personal information as well as answer security questions
in order to reset their password.
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http://www.ebtaccount.jpmorgan.com/

TERMSAND CONDITIONS SCREEN

Before a cardholder can register, after clicking on the Registration Link, they will be

directed to an “EBT Account Terms and Conditions’ page and must click if
they wish to continue the registration process.

Help Demo

JPMorganChase Ci

EBT Account Terms and Conditions

Read the terms and conditions carafully. Use the scroll bar on the right and scrall to the
bottom of the screen, and select “Accepl” 1o continue and “Declng” 1o bum down the tems

and candilians

PFLEASE READ THESE TERMS AND COMDIMIONS CAREFULLY. BY ACCESSING =
[THIZ WEBSITE YOU AGREE TO BE BOUND BY THE TERMS AND CONDITIONS
FELOW. THESE TERMS AND CONDITIONS ARE SUBRECT TO CHANGE. WE WILL
FIOTIFY YO OF AMENDMENTS TO THESE TERMS AND CONDITIONS BY POSTING
[THEM TD THE WEBSME. IF ¥OL DD HMOT AGREE YWITH THESE TERM AND
[CONDIMIONS, PLEASE DO NOT ACCESS THIZ WEBSITE

HOTE: BY SELECTING THE 71 AGREE™ BUTTOM, YOU AGREE TO THE TERMS AND
JCOMMMTION S OF THIS AGREEMENT AND MAY CONTIMUE ACCESSING EBT
Pecount ONLIHE. IF ¥YOU SELECT THE ™1 ISAGREE™ BUTTON, YOU WILL BE
IRETURNED TO THE EBT Account HOME PAGE AND MAY HOT ACCESS EBT
Iheeauwnt ONLINE.

To peind the agreemen, press the “control” and Tp° keys when using & Windows
oparating aystem; the “apple” and “p° keys whan using & Mackiesh opershng syelem;

[ Decline || Al:cu;-lr

After accepting the website terms and conditions the cardholder will be prompted to
continue the registration process.



REGISTRATION SCREEN

To access the website for the first time, the cardholder must register by entering their card
number and their PIN.

Help Demdo

JPMorganChase Ci

Register To Access EBT Account

Plexse enter your Card Mumber and PIN o regrster and siew yaur Accaunt Information
Card Mumber: | 5111809000774504
FiN snna

| Cancel | [Back || Continue |

Next, the cardholder will be prompted to choose the method for signing on. The
registration process requires the cardholder to choose one of two methods to sign on:

e By using the card number and PIN; or
e By choosing a unique user 1D and password

Halp Demo

JPMorganChase C)

Register To EBT Account

W offer Two Sign-On Medes

You can use your Card Mumber and PIN to sagr-on 1o the site OR sel-up Frendly User 1D and
Pasaword. A friendly User ID can ke amy & 1o 19 character ID vou would like 1o set up.

IMPORTAMNT: Your salaction will be parmanant. Once you have chosen your Sign-On Moda
and select "continse” you will not be able to go back and change it

Please slelect a Sign-On Mode and complate the infarmation requesied below
(=1 Sann-On with Uzer D and Passvwed

(1 Sagri-On wilh Cand Mumiber and PIN

User iD JSmithsonian

Password sssssEEE

Confirm Password. |sessssss

| Cantinue

(Example of selecting to sign on with User ID and Password.)

Cardholders MUST continue using the sign-on method chosen during the registration
process every time they access the site.
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SITE NAVIGATION

Under the “ Accounts’ tab, the Account Summary Screen will show available balances for
Food Stamp and/or Cash Accounts. The Account Summary Screen is the default screen
after log-on. Cardholders can choose to change defaults from the “ Self Service” tab
under “ Account Preferences’ by clicking on the Manage Sign-on Destination link.

Further instructions for this feature are available by clicking on the Help With This Page
link.

ACCOUNT SUMMARY SCREEN

Homeé Help Demo  Logoud

JPMorganChase

il |

JAccount Summary I Aocomnt Aoty I Dioramiioed Activ ity

Watoors bo EBT Acconurt, | Yioer lanl ogin wg 230020

Account Summary
You have I new messages from customer senice.

Refated Tazks and Links

You have new massages from he State Arcrurt Aoty

Send 3 Message
Help With This Page
i 100 Sumamar

Accounts

Account Account Type Awailable Now
Food Stamg ( 71} Food Stamp 5000
Cash{. . 3701) Casgh 50000
Totals S0.00

From the “ Account Summary” screen, the cardholder can click on the underlined words
“Food Stamp”, “Cash”, or “Account Activity” (under Related Tasks and Links), or they
can click on the “Account Activity” tab to view account activity (transactions).

The following pages provide an example of accessing Account Activity by clicking on
the “Account Activity” tab from the “ Account Summary” screen.



ACCOUNT ACTIVITY (TRANSACTIONS) SCREEN

Account Activity
30 days of past activity for your account is displayed Food Stamp Related Tasks and Links
belowy.
Name: Food Account Summary
Select From Date and To Date to view transaction history ame. Starnp Dowinload Activity
within the selected time period. Account Mumber. (.......0603) Transaction Inguiry
Mote that the system only displays past 6 manths of AP e LY Send a Message
activity. Available Now:  $0.00 Help With This Page
View Session Summary
Account: From Date: To Date:
Food Stamp (... 0603) »|  |R/372007 @l |7aeo07 [ (et Transactions
4 June 2007 4

Transaction Date S M T WT F s Description Debits Credits
Mo transactions found for the 1

8

e Enter a“From Date” by clicking on the calendar icon.
e Enter a“To Date” by clicking on the calendar icon.
e Click|__GetTransactions i order to display account activity (transactions).

On the "Account Activity" page, cardholders can view transaction data for any specified
date range (within the last 6 months). The activity page includes the following
information for each transaction:

The date on which the transaction occurred.

The date on which the transaction was posted to the account.
A brief description of the transaction.

The amount of the transaction (debit or credit).

Below isan example of account activity (transaction history):

Account Activity
EEI::ys of past actwily for your acoount is displayed Primary | Related Tasks and Links
Haire Pirarny Apraunl Sismiman
Salect From Date and To Date to view transaction history | Account Mumbes: (... 848T) Chawmnload Aclpaly
wathin the selected time peried Az of Date {HE006 Ttansacticn lnmuing
Mote that the system anly displays past & manths of Awailgbie How $124.00 Send 3 Message
actmty Medp With This Page
Yiew Segxion Summary

BAeeount: From Date: T Date:

Food Stamp (. 0163) » 1162006 |[B] 19602008 Gel Transaclions

Transaction Date Past Date Dascription Dahits Cradits

11772006 111712006 Walrnarn 54027

TNTr2006 111712006 WVWALMART 51056

111872008 111812006 DEPOSIT §125.00
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MESSAGE CENTER SCREEN

Access to the Message Center is made by clicking on the “Messages’ tab on the Home
Screen. From the Message Center, cardholders can:

Send a message to Customer Service, such asto report a card | ost/stolen/damaged.
View messages from Customer Service in their inbox.

View messages previously sent to Customer Service.

NY C cardholders can view messages from their local worker. NOTE: Messages
cannot be sent to aworker from this website

ne Help Demo Logout

JPMorganChase )

Message Center

Belew are your messages 1o and fom Customer Sendce. Select the sulbject to redew, delete
or reply to @ message

Related Tasks and Links

Accaunt Summany

=il uS 3 MeSSIne Chanc Pt
You have new massses from the State Help With This Page

View Session Summany
Message Inbox

WView
[Am soadable Messages =]  Display |

Date Subject T
Edaiqzzoy B Inquiry g::n;:r:pr
Elanseo0r  BE Cand Usage Inguiry G
(R 21472007 Supeod Case #120 ustomes
B2 2iaar2007  BECPIN Inguiny g:iir:ler

Sent Messages

Vigw

[Last 5 Messages =] Display |
Diate Subject

(32162007 RE- Card Usage Inguiry

(21142007 Suppod Cass £120
Elzidz007  Cand Usags nguiry
h 242007 PRLInquing

53 22007 Benefit ! Degosit Inguiry

NY C messages are indicated by the “Y ou have a new message from the State” link.
Further instructions for the Message Center are available by clicking the “HelpWith This
Page” link.




SELF SERVICE SCREEN

The “Self Service” Screen provides cardholders with alist of activities they can perform
themselves without having to contact Customer Service. Self Service functionsinclude

the following:

Transaction Inquiry

Chase ATM Locator

Read M essages

Send a Message

Account Terms and Conditions

Account Nickname

Customize Favorites

Manage Sign-on Destination

Change PIN

Change User | D/Password

Manage Reset Password Answers

Many of the above functions are available via other links and tabs. The functions,
“Change User ID/Password” and “Manage Reset Password Answers’ are available only
if the cardholder chooses the unique ID and password sign-on method. Cardholders may

click on “Help” at any time for further instructions.

Note: The Chase ATM Locator will only display Chase Bank ATMs. For information
about all surcharge-free EBT cash access locations, cardholders may call the EBT Cash

Access Locator Helpline, toll free at 1-800-289-6739.

JPMorganChase O
RS ] s +vv

M RN e

Self Service

Home

EBT Accaunt Terms and Conditions

| Account Sarvice Account Praforances
| Transaction Inguiny Accouni Necknamo
| Chase AT Locator Customizg My Fawriles
i ~ | Manage Sigr-on Destination
[ Contact Us )
Read Messages Manage Persanal Inf
| Send 2 Message Change PN
: 5 Change Lisar IDPassward
Manage Beset Pagsword Answers
| Terms and Cenditions




CHANGE PIN SCREEN

The Change PIN link on the Self Service Screen allows cardholders to change their
current PIN as long as they are able to enter their current PIN and they do not have an
Automated Response Unit (ARU) PIN Restriction in place. The PIN may be changed as
often as the cardholder likes. A cardholder with an ARU PIN Restriction will not be
ableto changetheir PIN with EBT Customer Service over the phone or on the

internet. The cardholder must taketheir card to alocal center to changetheir PIN.

To access the “ Change PIN” Screen, the cardholder must click on the tab on
the Home Page then click on the “ Change PIN” link under “Manage Personal

Information”.

Home Help Demo Logout

JPMorganChase C)
T
Seil Zervice
—
Change PIN
Ta change your Current PIN, emer Lhe Old PIN, emer the New PIN and re-enter the New PIB Belated Tasks and Links

Old FIN

Hew PIN

To complete the request select Changs PIMN. To canced this request select Cancal

Re-enter Hew PIN

Halg WYith This Page
View Session Summary

Cancal | [ Change PIN

The old PIN must be entered once and the New PIN must be entered twice, then click on

| Change PIN

to complete the PIN change. A confirmation page will be displayed if the

PIN changeis successful.

Home Help Demo Logout

JPMorganChase C)

L —

el Renvae

Change PIN
Your PIN has been successhully updated Related Tasks and Links
Help With This Page
oK | View Sassion Summary




