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Part I – Transactions Eligible for Replacement 
Part II – Transactions Not Eligible for Replacement
These transactions are not eligible for replacement because:
Part III – Transactions Requiring More Information
Provide any information to explain the questionable transactions such as:
A police report.Information from the retailer such as a letter or press release identifying fraud specific to the store or retailer and transaction dates.Media or government reports identifying fraud specific to the store or retailer and transaction dates.Verification confirming the household was not in the same location as the unauthorized transaction at the transaction time and date.
Put your case number on everything you send us. Pick one of these ways to send the items back to us:
YourTexasBenefits.com: You can upload your items online.Your Texas Benefits Mobile App: You can upload your items using the mobile app. The app is free to download in the Google Play and Apple iTunes stores.Mail:          Texas Health and Human Services CommissionPO Box 149024Austin, Texas 78714-9024Fax: Fax this letter and the items we need to 877-447-2839. 
Part IV – Help with Your Case or Lone Star Card
Online at YourTexasBenefits.com
Apply for or renew benefits.Get your card balance, deposit date, and transaction activity from last 90 days.Report changes and upload files.Sign up for alerts and view your case and account details.Get the Your Texas Benefits Mobile App
Get your card balance, deposit date, and transaction activity from last 90 days.Change your PIN or report your card lost, damaged or stolen.Report changes and upload files. Lone Star Help Desk — Call 800-777-7328
Activate your card and pick or change your PIN.Check your balance and activity.Report your card lost, damaged or stolen.Set up a second person on your card's account.Call 2-1-1 (in Texas) or 877-541-7905 (outside of Texas)
Ask questions or report problems about your benefits.Report an address change. 
Part V — Keeping Your Lone Star Card and PIN Safe:
PIN safety
Change your PIN often using the Your Texas Benefits mobile app or by calling 800-777-7328.Don't write your PIN on your card or on anything you keep with your card.Never tell your PIN to anyone. Protect your benefits
Check your balance often and quickly report unauthorized charges.Freeze your card in between purchases using YourTexasBenefits.com, Your Texas Benefits mobile app, or by calling 800-777-7328. Card care
Keep your card in a safe place, like your wallet or purse.Don't let your card sit in the sun.Keep your card away from magnets and electronics. 
Part VI – Fair Hearings and Appeals
Your right to appeal: If you think any action on your case is wrong, you can ask for a hearing to appeal. A hearing is a chance for you to tell a hearing officer the reasons you think the action is wrong. The hearing officer will decide if the right action was taken.If you want a hearing, you must ask for it within 90 days of the date of this letter or the start date of the action, whichever comes later. If you are given a hearing, you can speak for yourself, or you can have a family member, friend, or lawyer speak for you. If you need an interpreter for your hearing, we can get you one at no cost.Benefits during appeal: You can get benefits while you wait for a hearing if: (1) you ask for a hearing within 13 days of the date of this letter, and (2) you are getting benefits when you ask for a hearing. If you lose the appeal, you might have to pay back benefits you got while waiting for the hearing.How to appeal: The fastest way to ask for a hearing to appeal is by calling 2-1-1 (or 877-541-7905). After you pick a language, press 2. If you have a hearing or speech disability, call 7-1-1 or any relay service. All numbers are free to call. If you aren’t able to call 2-1-1, you can ask for a hearing by either sending us a letter or going to an HHSC benefits office near you. If you send us a letter, you will need to include your full name, case number, address, and area code and phone number, if you have one. Mail the letter to: Texas Health and Human Services Commission, P.O. Box 149027, Austin, Texas 78714-9027.
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