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Introduction  
 

 
The Special Supplemental Food Program for Women, Infants, and Children, commonly known as WIC, is a cost-
effective nutrition intervention program with demonstrated success in improving the health and nutritional status 
of women, infants and children.  One study has shown that for every $1.00 invested in the WIC Program, $4.00 is 
saved in medical care costs.  WIC is funded by the United States Department of Agriculture (USDA) and is 
administered in Nevada by the Department of Health and Human Services, Division of Health.  WIC Program services 
are provided throughout the State by county public health departments, and nonprofit health agencies. 
 

WIC provides nutritious foods to supplement the diets of limited income pregnant, postpartum and 
breastfeeding women, infants, and children under age 5 who have been determined to be at nutritional risk.  Proper 
nutrition at the beginning of life can help prevent serious health problems.  Infants and preschoolers are going 
through a period of rapid growth, intellectual and social development.  Their nutritional status and the health care 
they receive can have a major impact on their ability to function as happy, healthy children. 
 
Participants receive WIC Food Instruments for specific kinds and amounts of nutritious foods.  WIC participants 
redeem these Food Instruments at authorized grocery stores (vendors) which meet certain requirements and agree 
in all signed contracts to follow all WIC Program regulations. 

 

 

WIC facts ------------------------------------------------------------------------------------------ 

 
ü WIC (Special Supplemental Nutrition Program for Women, Infants, and Children) is a federally funded short-

term nutrition program operated in Nevada through the Department of Health and Human Services, Division 
of Health.  Its objective is to improve the health of Nevada's women, infants and children who are eligible 
for the program by providing supplemental nutritious foods, nutrition education, and other health and social 
services. 

 
ü Each year WIC provides women and children in need of preventative health services with healthy foods, 

breastfeeding support, nutrition education and improved access to health services. 
 

ü WIC has several cost containment initiatives including a competitive bid contract for purchasing infant 
formula.  The additional funds derived by this contract and a similar sole-source contract for infant cereal, 
allow for the addition of thousands of extra participants in the WIC Program. 

 

 

WIC makes a difference!  --------------------------------------------------------------- 

 
WIC is cost-effective.  By reducing the incidence of low birth weight, premature births and infant mortality, WIC 
generates significant savings in reduced health care costs. 

In fact, for every dollar spent on pregnant women in WIC, there is a $1.92 to $4.21 savings in Medicaid for newborns 
and their mothers. 
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WIC also leads to: 

¶ Increased likelihood of obtaining prenatal and regular health care  
¶ Reduced incidence of anemia  
¶ Improved diets  
¶ Improved immunization rates  
¶ Improved learning in school  
¶ Better cognitive performance  
¶ Better digit memory test scores  

 
For over 30 years, WIC has been achieving its goal of providing short-term intervention and influencing lifetime 
nutrition and health behaviors. 

Your role as a WIC Vendor------------------------------------------------------------- 
 
WIC retailers are critical partners in the delivery of WIC benefits.  Each month, WIC participants receive ŀ άŦƻƻŘ 
ǇǊŜǎŎǊƛǇǘƛƻƴέ ŘŜǎƛƎƴŜŘ ǘƻ ƳŜŜǘ ǘƘŜƛǊ ǎǇŜŎƛŦƛŎ ƴǳǘǊƛǘƛƻƴŀƭ ƴŜŜŘǎΦ  The retail clerk helps fill the prescription by making 
sure the participant receives exactly what is prescribed. 
 
WIC vendors who provide this service play an important role in helping to improve the health of women, infants 
and children in Nevada.  Vendors are the final service step in the WIC process.  Since nutritious WIC foods are 
ŘŜǎƛƎƴŜŘ ǘƻ ǇǊƻƳƻǘŜ ǘƘŜ ƘŜŀƭǘƘƛŜǎǘ ǇƻǎǎƛōƭŜ ōƛǊǘƘ ƻǳǘŎƻƳŜǎΣ ƎǊƻǿǘƘ ŀƴŘ ŘŜǾŜƭƻǇƳŜƴǘ ƻŦ ŎƘƛƭŘǊŜƴΣ ǘƘŜ ǊŜǘŀƛƭŜǊΩǎ ǊƻƭŜ 
in the program is vital.  The integrity of the transaction between a WIC retailer and a WIC participant is essential.  It 
is only when WIC Food Instruments are exchanged for the specified foods that the desired dietary supplementation 
can be achieved. 
  
Although the WIC participant may become a regular shopper at the participating grocery store and purchase 
additional groceries, WIC Food Instruments can only be used to purchase specific types and quantities of foods.  
The foods and quantities that may be purchased are listed on the participants shopping list.  Participants may also 
perform a balance inquiry transaction at the EBT (Electronic Benefits Transfer) terminal.  A balance inquiry will show 
the participant and the cashier the remaining benefits in the participants account. 
 
The WIC food packages changed in October 2009 to better meet the nutritional needs of WIC participants.  The new 
food packages align with the 2005 Dietary Guidelines for Americans and Infant Feeding Practice Guideline of the 
American Academy of Pediatrics  
 
 Women and children may receive:   Infants may receive: 
 Reduced Fat Milk, Eggs & Cheese   Iron-fortified Formula 
 Beans, Peas & Lentils     Infant Cereal 
 Peanut Butter      Jarred Baby Foods Meats 
 Certain brands of iron-fortified cereal   Jarred Baby Foods Fruits & Vegetables 
 100% Fruit Juices high in Vitamin C 
 Special Formulas 
 Fresh, Canned or Frozen Fruits and Vegetables 
 Canned Fish 
 Whole Grains 
 Tofu and Soy Beverages 
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Due to the complexity of the individual nutritional needs of WIC participants, many differences exist with WIC food 
packages.  Although vendors soon become familiar with the most common items, they are not expected to know 
what should be on each WIC Food Instrument. 
 
Because WIC foods are carefully selected to meet certain nutritional requirements, substitution of foods is 
prohibited.  Vendors are notified whenever changes are made to the list of approved foods.  Vendors are required 
to keep a minimum inventory of the approved foods and to offer them at competitive prices in a sanitary 
environment. 

 

Vendor Contract Authorization ----------------------------------------------------- 

 
The Nevada State WIC Program ensures that all participating Vendors enter into a written contract 
(Appendix 7).  The Vendor Contract must be signed by a representative who has legal authority to obligate 
the Vendor.  The Vendor Contract and this Manual explain the rights and responsibilities of the Vendor and 
the Nevada WIC Program.  Neither the Vendor Contract nor this Manual constitutes a license or a property 
interest.  
 
The term of the Vendor Contract is three (3) federal fiscal years or portion thereof, beginning on October 1 
and ending on September 30.  Neither the Nevada State WIC Program nor the Vendor has an obligation to 
renew the Vendor Contract. 
 
The purpose of the Contract and this Manual is to provide retail outlets for WIC participants and to provide 
guidelines for both the Vendor and the Nevada State WIC Program in transactions arising out of the 
Contract.  It will be the responsibility of the Vendor to designate a person from each outlet who will be 
responsible to ensure Vendor compliance with the terms of the Contract and this Manual.  You or your 
designated representative will also be responsible to accept in-store training; to provide training to all 
cashiers and other employees who handle WIC transactions; and to provide special or additional training to 
employees at the request of either the Nevada State WIC Program or local agency.  The Vendor will be held 
accountable for the actions or inactions of its employees. 

 

 

How to contact WIC ----------------------------------------------------------------------- 

 
Nevada State Division of Health 

WIC Program 
4126 Technology Way Suite #102 

Carson City, NV  89706 
(775)684-5942



 
 
 
 
 

Section 2 
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WIC Authorized Foods--------------------------------------------------------------------- 
The types and quantities of foods authorized for the WIC Program are specified in federal regulations.  These 
ŦƻƻŘǎ ƘŀǾŜ ōŜŜƴ ŎƘƻǎŜƴ ōŜŎŀǳǎŜ ǘƘŜȅ ŀǊŜ ƘƛƎƘ ƛƴ ƴǳǘǊƛŜƴǘǎ ǘƘŀǘ ƳŜŜǘ ǘƘŜ ²L/ ǇǊƻƎǊŀƳΩǎ ǎǇŜŎƛŦƛŎ ƴǳǘǊƛŜƴǘ 
requirements.  They include cereals, fruit juices, milks, eggs, cheeses, dried beans or peas, peanut butter, 
canned fish, fruits and vegetables, whole grains, tofu, soy beverages, infant formulas, jarred baby foods and 
infant cereals.  Each state develops a list of the specific types of foods and/or brands approved for its WIC 
program.  Additional factors the states may consider when designating approved foods include:  regional 
preferences, availability throughout the state, package sizes and competitive pricing. 
 

Infant Formulas and WIC---------------------------------------------------------------- 

 
The Nevada State WIC Program has a competitive bid contract with Ross Laboratories which makes Similac 
Advance Early Shield, Isomil Advance, Similac Sensitive, and Similac Sensitive RS, the primary formulas for infants 
on the WIC Program.  Substitution of other formulas is prohibited unless the WIC Food Instrument clearly 
specifies another brand. 
 
Under this agreement, Ross Laboratories pays the Nevada State WIC Program a rebate for every can of their 
formula purchased.  The additional funds derived by this contract, and a similar sole-source contract for infant 
cereal, allow for the addition of thousands of extra participants in the WIC Program and over $250,000 additional 
to be paid out to authorized WIC vendors each month.   
 
TƘŜ bŜǾŀŘŀ {ǘŀǘŜ ²L/ tǊƻƎǊŀƳ ŀƴŘκƻǊ ǘƘŜ ŎƻƴǘǊŀŎǘ ŦƻǊƳǳƭŀ ŎƻƳǇŀƴȅ Ƴŀȅ ŎƻƴŘǳŎǘ ǊŀƴŘƻƳΣ άŎƻƳǇƭƛŀƴŎŜ ōǳȅǎέ 
to verify that only the proper formula is allowed to be purchased with the WIC Food Instrument.  It is the policy 
of the Nevada State WIC Program to remove a vendor from participation in the WIC Program rather than let their 
actions (i.e., selling the wrong brand of formula) jeopardize the formula rebate contract. 

 

In addition, the following restrictions on formula purchases apply: 
 
× A customer may not purchase formula and later exchange it for another formula. 

 
× A customer may not purchase another type of formula if the brand printed on the WIC shopping list or 

balance inquiry is out of stock. 
 
× WIC Food Instruments may not be used to purchase low-iron formulas unless the shopping list or balance 

inquiry specifically states low-iron. 

 
The WIC Program purchases one third of all infant formula in the State.  Any attempts at requesting cash refunds on 
infant formula should be reported to the State WIC office if you suspect that it was purchased with a WIC Food 
Instrument.  Remember, under no circumstances may a customer purchase a different formula than the WIC Food 
Instrument specifies. 

 
bh¢9Υ  ¢ƘŜ ǊŜōŀǘŜ ŎƻƴǘǊŀŎǘ ƎƻŜǎ άƻǳǘ ŦƻǊ ōƛŘέ ŜǾŜǊȅ ŦŜǿ ȅŜŀǊǎΣ ŀƴŘ ǘƘŜ ŎƻƴǘǊŀŎǘ ōǊŀƴŘ Ƴŀȅ ŎƘŀƴƎŜ ŦǊƻƳ ǘƛƳŜ ǘƻ 
time.  At the time the bids are awarded, all WIC vendors will be notified.  As the contract formula represents over 
98% of WIC formula purchases, a change in the company awarded the contract will make quite a difference in the 
movement of your infant formula stock. 
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WIC APPROVED FOOD LIST 
 

Nevada and ITCN WIC Nutrition Programôs 

ñWIC Approved Food Listò 

WIC  FOODS DETAILS  

Fruits and Vegetables ¶ Any brand and variety of fresh, frozen, or canned 

fruits and vegetables 

¶  Whole, cut, or mixed fruit and vegetables, 

except white potatoes. 

¶ Orange yams and sweet potatoes are allowed. 

¶ Organic  is allowed 

NOT ALLOWED 

¶ No dried fruits and vegetables 

¶ No added sugar, fats, or oils 

¶ No added sauce or creamed vegetables 

¶ No added rice, meat, pasta, white potatoes or 

noodles 

¶ No breaded or battered vegetables, no fruits and 

vegetables from the salad bar, no fruit baskets, 

no party vegetable trays, and no ornamental or 

decorative fruits or vegetables such as chili 

peppers on a string, garlic on a string, gourds, 

painted pumpkins, and no french fries, tater tots, 

hash browns, etc. 

Whole Grain Bread ¶ NO Organic 

¶ NO Light Bread 

¶ No Buns or Rolls 

¶ Loaf of Bread 

¶ 16 ounce packages only 

¶ Whole grain must be the first ingredient listed on 

the packaging. 

Brown Rice ¶ NO Organic 

¶ NO Bulk  

¶ NO Ready to Serve 

¶ NO Boil in a Bag 

¶ 16 ounce bags or boxes allowed 

¶ Instant , Quick, or Regular Cook Time 

¶ Short or Long Grain 

Tortillas ¶ NO Organic 

¶ Whole Wheat and Corn Only 

¶ 16 ounce packages only 
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Tofu ¶ NO Organic 

¶ Plain, calcium-set tofu, which is: 

¶ Firm or medium 

¶ Refrigerated, water-packed only 

¶ Brands: 

Asumaya 

      House Premium 

Soy Beverage ¶ Pacific Ultra Soy, Plain, shelf stable 

¶ Pacific Ultra Soy, Vanilla, shelf stable 

      Quart size (32 oz container) 

¶ 8th Continent Soymilk, Original 

      Half Gallon (64 oz container) 

Canned Sardines ¶ ANY BRAND  

¶ 3.75 ounce can or larger 

¶ Packed in water, oil, mustard, or ketchup 

¶ No Added Seasonings 

Baby Food 

Fruits and Vegetables 
¶ NO Organic 

¶ NO Added DHA 

¶ ANY BRAND  

¶ Step 2 Only 

¶ Single Fruits or combinations of fruits in 3.5-4 

ounce containers 

¶ Single Vegetables or combinations of vegetables 

in 3.5-4 ounce containers 

Baby Foods 

Meats 
¶ NO Organic 

¶ NO Added DHA 

¶ ANY BRAND  

¶ Step 1 or Step 2 

¶ Added broth or gravy allowed 

¶ MEATS 

Beef 

      Chicken 

      Ham 

      Lamb 

      Turkey 

      Veal 

CURRENT FOODS DETAILS  

Milk  Least expensive brand of these types of unflavored, pasteurized 

non-organic milk in quarts, half gallons and gallons:  

¶ Whole (3.5%), reduced (2%), low fat (1%) or skim (non-fat)  

Vitamin A and D fortified 

¶ Acidophilus and lactobacillus  

¶ Lactose-free and lactose-reduced (e.g. Lactaid)  

¶ Fluid Shelf Stable   

¶ Dry Vitamin A and D fortified 

¶ Evaporated milk  

¶ Fresh or Evaporated Goatôs Milk 
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Cheese Any brand of these types (or combination of the listed types) of 

non-organic cheese in 16 ounce package only: 

¶ Cheddar 

¶ Colby  

¶ Longhorn Style 

¶ Jack 

¶ Mozzarella (regular or string) 

¶ Processed American 

Cheese may be: 

¶ Blocked, sliced, or mixed 

¶ Regular, Reduced Fat, Low Fat, or Fat Free 

¶ NO Individually wrapped slices 

Eggs ¶ Least Expensive Brand 

¶ Grade AA 

¶ Dozen only 

¶ Chicken Eggs Only 

¶ Large (substitution of Medium size eggs is allowed only 

when large eggs are not available) 

 

Hardboiled eggs will remain authorized for participants 

that have inadequate storage/cooking. 

Dried beans, peas, or 

lentils 
¶ Any brand 

¶ 16 ounce bag 

Peanut Butter Any brand of these types of non-organic peanut butters in 16 to 18 

ounce containers : 

 

Å Creamy  

Å Chunky  

Å Extra chunky 

Å Salted or unsalted  

 

Cereal 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

12 ounce boxes or larger 

36 ounce box maximum 

Cold: 

¶ Malt O Meal  

Á Honey & Oat Blenders 

Á Honey & Oat Blenders w/Almonds 

Á Frosted Mini Spooners (WG) 

Á Strawberry Cream Mini Spooners (WG) 

Á Crispy Rice 

¶ General Mills Cheerios Regular (WG) 

¶ General Mills Multi Grain Cheerios (WG) 

¶ General Mills Kix 

¶ General Mills Honey Kix (WG) 

¶ General Mills Chex 

Multi Bran 

Wheat (WG) 

Corn  

Rice 
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Cereal cont. ¶ Kelloggôs Corn Flakes 

¶ Kelloggôs Frosted Mini-Wheats Regular or Bite Size (WG) 

¶ Post Banana Nut Crunch 

¶ Post Grape Nuts (regular only) (WG) 

¶ Post Honey Bunches of Oats (Honey Roasted or Almonds) 

¶ Quaker Oats Life (regular only) (WG) 

 

Hot: 

¶ Malt O Meal 

Á Original Hot Wheat Cereal 

Á All Natural Creamy Hot Wheat Cereal 

Á Farina Hot Wheat Cereal 

¶ Momôs Best 

Á Naturals Quick Oats (WG) 

¶ Quaker Oats Oatmeal (WG) 

Instant Mix n Eat, regular flavor only 

¶ Nabisco Cream of Wheat (Any cooking time except instant) 

¶ Nabisco Cream of Wheat Whole Grain (WG) 

 

Infant Formula ¶ Formula with iron (unless specified otherwise). Must be 

exact item on printed Shopping List. 

Infant Cereal 8 ounce boxes of Dry Gerber or Beechnut infant cereal. 

(unless otherwise specified on the Shopping List)  

 

May be: 

Whole Wheat (WG),Barley, Rice, Oatmeal, or Mixed 

 

NO organic, single serving, or added fruit. 

Juice - 64 ounce bottles 

or carton, single 

strength  

 

Note: This container 

size is for children only  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

100% Fruit Juice 

Apple Juice: 

¶ Seneca Apple (Red Label only) 

¶ Tree Top Apple (Green Label only) 

¶ Juicy Juice Apple Raspberry 

¶ Juicy Juice Apple Banana 

¶ Langerôs Apple Juice 

Grape: 

¶ Welchôs White Grape 

¶ Welchôs Purple Grape 

¶ Juicy Juice Grape 

¶ Juicy Juice White Grape 

¶ Langerôs Red Grape 

¶ Langerôs White Grape 

Orange and Pineapple: 

¶ Least Expensive Brand 

¶ Langerôs Pineapple 

Vegetable 

¶ V8 
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Juice- 64 oz cont. Other Flavors: 

¶ Juicy Juice Cherry 

¶ Juicy Juice Berry 

¶ Juicy Juice Strawberry Banana 

¶ Juicy Juice Kiwi Strawberry 

¶ Juicy Juice Orange Tangerine 

¶ Juicy Juice Punch 

¶ Langerôs Mixed Berry 

 

Juice ï 11.5 or 12 

ounce cans, frozen or 

ñpourableò 

concentrate 

 

Frozen and pourable 

juices reconstitutes to 

48 fluid ounces. 

 

Note: 

This container size is 

available to women 

only. 

 

100% Fruit Juice 

Apple Juice: 

¶ Seneca (Red Label only) 

¶ Tree Top (Green Label only) 

¶ Juicy Juice Apple 

¶ Langerôs Apple Juice 

 

Grape: 

¶ Welchôs White Grape 

¶ Welchôs Purple Grape 

¶ Welchôs White Grape Cranberry 

¶ Welchôs White Grape Raspberry 

¶ Welchôs White Grape Pear 

¶ Welchôs White Grape Peach 

 

Orange and Pineapple: 

¶ Least Expensive Brand 

¶ Langerôs Orange Juice 

¶ Langerôs Orange Juice Plus 

 

Other Flavors: 

¶ Juicy Juice Berry 

¶ Juicy Juice Punch 

¶ Langerôs Spring Blend 

¶ Langerôs Summer Blend 

¶ Langerôs Autumn Blend 

¶ Langerôs Winter Blend 

Tuna Any Brand Chunk Light  

¶ Packed in water 

¶ 5 ounce cans or larger 

¶ Must be light tuna 

 

 
 

Vendors must ensure that a current food list is maintained at each register.  The Nevada State WIC 
Program will provide a supply of the food lists at the beginning of each contract period.  An additional 
supply may be requested from the State of Nevada WIC Program.
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Grocery Checker Section 

 
What grocery checkers should know------------------------------------- 

 

 The WIC contract:  The owner of your store has a contract with the State of Nevada WIC 

Program to provide food for WIC Nutrition Program participants.  The contract explains the legal 
responsibilities of the store owner; Food Instrument procedures, minimum stocking requirements, approved 
foods, and the consequences for failing to follow the terms of the agreement (APPENDIX 7). 

 
 It is important for all employees to know that following the WIC requirements will allow the store to be paid 

for the WIC Food Instruments they accept.  In addition, failing to follow the requirements will, at the very 
least, cost your employer money in the form of Food instruments not paid, and at the worst, will cost your 
employer a disqualification from the WIC Nutrition Program, and potentially from the Food Stamp Program 
as well. 

 

 Compliance with the WIC contract:  Retailer compliance relies on the checkers.  The 

checkers are faced with correcting improper choices made by WIC customers and helping the customers 
have a good WIC shopping experience. 

 
 When the WIC shopping experience does not go well, retailers, clinic staff or customers report complaints to 

the WIC office.  Retailer complaints are potential indicators of noncompliance and are one reason a retailer 
may be selected for monitoring or an investigation. 

 

 Importance of good customer service:  When WIC receives a complaint of a 

discourteous checker, it is usually because of a miscommunication at the check stand.  Sometimes it is the 
result of the tone of voice or body language used or perceived during the transaction, or a disagreement 
about a food item.  It may also be the result of an inappropriate comment made during the transaction.  
Good customer service practices and use of retailer reference material should minimize this issue. 

 

 Customer confidentially:  Any information a checker learns about a customer or client 

during a WIC transaction must be kept confidential.  For example, it would be a breach of confidentiality to 
ǎŀȅ ǘƻ ŀ ŦǊƛŜƴŘΣ ά5ƛŘ ȅƻǳ ƪƴƻǿ ψψψψψψψψψψƛǎ ƻƴ ²L/Κέ  In addition, stores must not post names or other 
customer information in any area where every customer could see.  Also, if calling for manager assistance 
with a WIC transaction over the ǎǘƻǊŜ ƛƴǘŜǊŎƻƳΣ ŘƻƴΩǘ ƛŘŜƴǘƛŦȅ ά²L/έ ƻǾŜǊ ǘƘŜ ƛƴǘŜǊŎƻƳΦ 

 

 Civil Rights complaints:  The state WIC office is mandated to refer discrimination complaints 

based on race, color, national origin, sex, age, or disability directly to the Office of Civil Right, United States 
Department of Agriculture. 
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Checking Out A WIC Customer 

 
 WIC Customer Responsibilities:   WIC Customers are responsible for using WIC Food 

Instruments correctly.  They are provided training on how to shop with WIC Food Instruments by their 
clinics.  WIC customers are also provided with a WIC Approved Food List.  If a WIC customer tries to 
purchase non-WIC items or is abusive, please inform the local WIC agency.  You may also use the complaint 
form provided by the State of Nevada WIC Program.  Follow ςup action will be taken by the WIC Program 
with WIC customers who are abusive. 

 

The WIC Food Instrument 
 

The Nevada State WIC Program utilizes EBT (Electronic Benefits Transfer) Cards  
 
WIC Food Instruments must be redeemed per the contract terms.  When a WIC Food Instrument is redeemed 
properly, the vendor will be reimbursed for the amount of the merchandise purchased.  The vendor is responsible 
for any mistakes that cashiers make processing WIC Food Instrument transactions, so be sure that cashiers are 
well trained on all WIC Food Instrument redemption procedures. 
 
The State of Nevada WIC EBT card is blue in color with a picture of Lake Tahoe and the letters WIC on the bottom 
right-hand corner.  
(See Exhibit A)  

 

Exhibit A:  
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WIC EBT CARD PROCESSING 
 
 

1. Ring up WIC foods separately from other foods. 
 

2. DO NOT ask the participant for their PIN (Personal Identification Number) number.  The participant must 
enter their own PIN number. 
 

3. DO NOT disallow a food item based on the Balance Inquiry.  Try to scan the food item, if it scans the 
participant is allowed to get it. 
 

4. You Must provide Least Expensive Brand AVAILABLE when Least Expensive Brand is specified. 
 

5. DO NOT charge sales tax 
 

6. Do not give Refunds or Rain Checks. 
 

7. Always give the cardholder a receipt which reflects the correct quantities of WIC items purchased. 
 

8. Never ask the participant to pay the difference between the requested price and the maximum price paid by 
the WIC program, (this is not the same as pay the difference for the Cash Value Benefit. 

 
9. Deduct for any coupons and do not charge sales tax.   

 
10. The customer is not required to buy all of the foods listed on their shopping list or balance inquiry.  The 
ōǳȅŜǊ Ŏŀƴƴƻǘ ōǳȅ ƳƻǊŜ ǘƘŀƴ ǘƘŜ ŀƳƻǳƴǘǎ ƭƛǎǘŜŘΤ ƘƻǿŜǾŜǊΣ ǘƘŜȅ Ƴŀȅ ǳǎŜ ǘƘŜ ǎǘƻǊŜΩǎ άōǳȅ ƻƴŜΣ ƎŜǘ ƻƴŜ ŦǊŜŜέ 
offers like other customers.   
 
In the case ƻŦ ŀ άōǳȅ ƻƴŜΣ ƎŜǘ ƻƴŜ ŦǊŜŜέ ƻŦŦŜǊΣ ǘƘŜ ƛǘŜƳ ōŜƛƴƎ ōƻǳƎƘǘ ǿƛǘƘ ǘƘŜ ²L/ CƻƻŘ LƴǎǘǊǳƳŜƴǘ Ƴǳǎǘ ōŜ 
a WIC-ŀǇǇǊƻǾŜŘ ŦƻƻŘ ŀƴŘ ǘƘŜ άŦǊŜŜέ ƛǘŜƳ Ƴǳǎǘ ōŜ ƻƴ ǘƘŜ CƻƻŘ [ƛǎǘ ŀǎ ǿŜƭƭΦ 
 
 

CASH VALUE BENEFIT PROCESSING 
 

1. Cash Value Benefits (CVB) are a dollar amount place on the ǇŀǊǘƛŎƛǇŀƴǘΩǎ card for purchasing WIC Approved 
fruits and vegetables only. 
 

2. Participants may purchase any variety of fresh whole or cut fruit and/or vegetables (except white potatoes) 
using their CVB. 
 

3. Orange yams and sweet potatoes are allowed. 
 

4. Organic fruits and vegetables are allowed. 
 

5. NOT ALLOWED White potatoes, breaded vegetables, items from the salad bar, fruit baskets, party vegetable 
trays, ornamental or decorative fruits or vegetables (such as chili peppers on a string, garlic on a string, 
gourds or painted pumpkins).  Canned Fruit with added sugar, salt, fats, oils. Canned potatoes other than 
sweet potatoes or yams. Canned vegetables with added fats, sugars or oils, canned vegetable mixtures with 
potatoes.  
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6. Participants are allowed to PAY the Difference if they exceed their CVB amount. 
 

7. The amount that exceeds their benefit will print out on the EBT receipt as PAYMENT DUE. 
 

8. This payment can be made via cash, debit card, credit card, or Food Stamps (SNAP) 
 

9. Participants are NOT REQUIRED to Pay the Difference, and it is their CHOICE to return a portion of their fruit 
and vegetable purchase rather than make any payment. 
 

10. A confirmation receipt will print before the transaction is sent showing the PAYMENT DUE.   At this point the 
participant can decide to make the payment or return a portion of their fruit and vegetable purchase.  Use 
the LIST function to remove the fruits and/or vegetables from the purchase.  

 
OFFLINE MANUAL AUTHORIZATIONS 
 

1. If your WIC POS equipment is unavailable you can do a Manual Authorization for up to 2 cans of formula.  
The Manual authorizations are only allowed to be used for formula. 
 

2. The Manual Authorization will only go through if the participant has a sufficient balance available. 
 

3. The Offline Manual Authorization phone number is located on your POS terminal and on the back of the 
participants WIC EBT card. 
 

4. You must call the number and obtain and authorization number.  If an authorization number is not received 
for the transaction at the time of purchase, the vendor is liable for the amount of the purchase and will not 
be reimbursed for the purchase. 
 

5. Prepare the J.P. Morgan EFS Offline WIC Authorization form (all stores are supplied these forms free of 
charge.  The authorization form is a two part yellow and white form with a unique number printed in the 
upper right hand corner) 
 

6. Complete all sections of the Authorization form except for the authorization number section, the amount 
and the signatures.  The authorization number and the signatures will be filled in after the telephone call to 
the J.P. Morgan Offline WIC Manual Authorization telephone number, if the transaction is approved. 
 

7. It is important to know the UPC of the formula that you are requesting for manual purchase. This should 
be written in on the WIC EBT Offline Manual Authorization form in the space provided on the bottom 
right-hand of the document. 
 

8. /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜ ǿƛƭƭ ŀǎƪ ŦƻǊ ǘƘŜ ǾŜƴŘƻǊΩǎ ǎŜǾŜƴ ŘƛƎƛǘ ǳƴƛǉǳŜ ²L/ ±ŜƴŘƻǊ L5 ƴǳƳōŜǊΤ  ¸ƻǳ ǿƛƭƭ ǘƘŜƴ ōŜ ŀǎƪŜŘ 
to enter the six-digit J.P. Morgan EFS Offline Manual Authorization form number (from the upper right 
ŎƻǊƴŜǊύΤ ŜƴǘŜǊ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ŜƴǘƛǊŜ ²L/ 9.T card number; and the UPC numbers for the items that are 
being requested for purchase. 
 

9. J.P. Morgan EFS Customer Service will then approve or deny the purchase.  If the purchase is approved, 
Customer Service will give the caller an authorization number for the purchase.  The authorization number 
must be written on the J.P. Morgan Offline WIC Authorization form.  Fill in the exact authorized unit 
quantity, then both the participant and the cashier are to sign the voucher in the areas marked.  The vendor 
should verify the signature on the back of the card against the signature on the signed authorization form. 
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10. Verify that the correct date and time are entered. 
 

11. Give the cardholder the top copy (white).  The bottom copy (yellow) is retained by the vendor. You are 
required to keep the yellow copy for 3 years as specified in the J.P. Morgan EFS Vendor Agreement. 
 

12. The J.P. Morgan EFS Manual Authorization must be cleared within 5 days.   
 

13. Once the POS terminal is returned to full functionality, the offline authorization must be cleared 
electronically through the POS terminal. 
 

 
 
 

The Authorized WIC Foods Card 
 

¢ƘŜ ²L/ /ƻƴǘǊŀŎǘ ǘƘŀǘ ǿŀǎ ǎƛƎƴŜŘ ōȅ ǘƘŜ ǎǘƻǊŜ ƻǿƴŜǊ ǎǘŀǘŜǎ ά±9b5hw ǎƘŀƭƭ ŘƛǎǘǊƛōǳǘŜ ŎŀǊŘǎ ŦƻǊ ŀǾŀƛƭŀōƛƭƛǘȅ ŀǘ each 
checkout stand for use by cashiers.  Always be sure that you have a current Authorized WIC Foods card available at 
your check stand.  
 
The steps for redeeming Food Instruments are listed on the άAUTHORIZED WIC FOODSέ ¢ƘŜ ǊŜǾŜǊǎŜ ǎƛŘŜ ƻŦ ǘƘƛǎ ŎŀǊŘ 
has detailed instructions regarding resetting scanners and equipment problems or Settlement issue contact 
information. 

 
This card is updated as changes are made to the program and/or foods list; it is important that you have the current 
card.   
 
Contact the Nevada State WIC Program at 775-684-5942 for additional cards. 
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Important Food Instrument Cashing Reminders for Cashiers---------- 
 
V WIC purchases are tax exempt. 

 
V DO NOT give change, cash or refunds. 

 
V Rain checks cannot be given for WIC foods. 

 
V Allow only authorized WIC foods.  The item must scan into the POS machine. 

 
V Accept coupons if presented. 

 
V Always refer to your Authorized WIC Foods Card. 

 
V Only Allow Least Expensive Brand AVAILABLE when least expensive brand is specified. 

 
V Never ask a participant for their PIN number. 
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Bookkeepers Section 

 

Bookkeeping Information --------------------------------------------------------------- 
  
What is the Automated Clearing House (ACH): 

The Automated Clearing House (ACH) is a facility that processes debits and credits between financial 
institutions electronically.  For the State of Nevada WIC EBT Program, the ACH will process transactions that 
occur between J.P. Morgan EFS and vendors.  The ACH process will be used to reimburse vendors for 
benefits provided to participants at vendor locations.  Participant transaction activity (i.e., purchases) will be 
captured on the WIC EBT terminals at your location.  The transactions activity will be transmitted to J.P. 
Morgan EFS when the transaction occurs.  The terminal-driving vendor will transmit a daily file to the ACH, 
which will reimburse you for transactions.  The ACH will forward the reimbursements electronically to your 
bank for processing and posting. 
 

The Automated Clearing House: 
The Automated Clearing House (ACH) will be used to reimburse vendors for benefits provided to 

cardholders at VENDOR locations.  The terminal driving VENDOR will transmit a daily file to the ACH, which 

will reimburse VENDORS for transactions.  The ACH will forward all reimbursements electronically to 

±9b5hwΩ{ ōŀƴƪǎ ŦƻǊ ǇǊƻŎŜǎǎƛƴƎ ŀƴŘ ǇƻǎǘƛƴƎΦ   

 
Settlement shall be for the VENDOR total as approved at the time of purchase, which will represent the 

lesser of, the VENDOR item price; or the STATE AGENCY maximum allowable item price. 

 
VENDORS must report bank account changes to the WIC EBT contractor and the STATE AGENCY in writing at 

least 30 business days prior to the new account effective date.   

 

When are ACH Reimbursements available at my bank?: 
An ACH reimbursement is generated daily by the terminal- driving vendor.  The terminal-driving vendor 
passes the reimbursement request to the ACH; the ACH then passes the net reimbursement amount to the 
ǾŜƴŘƻǊΩǎ ŀŎŎƻǳƴǘΦ  ¢ȅǇƛŎŀƭƭȅΣ ǘƘŜ ŜƴǘƛǊŜ ǇǊƻŎŜǎǎ ǘŀƪŜǎ ǘǿƻ ōŀƴƪƛƴƎ ŘŀȅǎΦ   
 

How will I know if the amount of the reimbursement is correct?: 
The reimbursement you will receive will equal the net of all WIC EBT transactions performed within a 
ŎŀƭŜƴŘŀǊ ŘŀȅΩǎ ŀŎǘƛǾƛǘȅΦ  ¢Ƙƛǎ ƛǎ ŀ ŦƛȄŜŘ ōŀǘŎƘ ŎȅŎƭŜΣ ǿƘƛŎƘ ƳŜŀƴǎ ǘƘŀǘ ǘƘŜ ŎƭƻǎŜƻǳǘ ǘƛƳŜ Ŏŀƴƴƻǘ ōŜ ŎƘŀƴƎŜŘ 
and the process is done automatically.  You do not need to initiate a release to prompt this closeout.  You 
can initiate a Daily WIC EBT totals report through the POS terminal.  This report will equal the net total of all 
transactions performed from the previous ŘŀȅΩǎ closeout time to the current ŘŀȅΩǎ closeout time.  This will 
equal the amount that will appear as a deposit in your bank account.   
 
If a reimbursement does not arrive in your bank account on the day the reimbursement is anticipated to 
arrive, contact the Vendor EBT-Only Equipment Help Desk.  The Help Desk will research the problem and 
help resolve the problem. 
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What if you change banks or bank account information?: 
 

It is critical the J.P. Morgan EFS have correct banking information for you .  If J.P. Morgan EFS does not have 
the correct banking information, an ACH reimbursement credit can be rejected or delayed.  You may have to 
wait several days for the credit depending on the problem.  If you plan to change banks or bank account 
information, you must notify J.P. Morgan EFS immediately. 
 

 
 

                 If there are reoccurring errors, ask your store manager to follow up with the checkers or 
contact the State of Nevada WIC Office. 

 

You cannot seek restitution directly or indirectly from a WIC 
customer for payments denied or reclaimed by the WIC 

program or the bank, nor can you seek restitution through a 
collection agency.
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   Owner/Manager Section 

 
Vendor Responsibilities and Rights----------------------------------------------- 
A WIC vendor has certain rights and responsibilities related to participation in the WIC Program.  In addition to 
having the responsibility of following the requirements of the vendor agreement and procedures of the WIC 
Program, the vendor has rights, including the right to: 
 

1. Technical assistance and training. 
2. Voluntarily terminate participation in the WIC Program. 
3. Receive advance written notice of any adverse action being taken by the WIC Program, except for 

permanent disqualification for a conviction or trafficking or illegal sales. 
 
¢ƘŜ ²L/ ǾŜƴŘƻǊΩǎ ǇǊƛƳŀǊȅ responsibility is to follow the terms of the vendor agreement, and utilize the procedures 
listed in the Vendor Handbook. 
 
 

 
 

 
Vendors who have signed an agreement with the Nevada State WIC Program will be 
added to the lists of available WIC vendors at all local WIC clinics.  WIC Participants may 
go to any authorized WIC store for shopping.  After a WIC customer has redeemed a WIC 
CƻƻŘ LƴǎǘǊǳƳŜƴǘΣ ƛǘ ƛǎ ŘŜǇƻǎƛǘŜŘ ǘƻ ǘƘŜ ǾŜƴŘƻǊΩǎ ōŀƴƪ ŀŎŎƻǳƴǘΦ 
 
IMPORTANT NOTICE- 
The Nevada WIC Program sends out important information that can assist you in 
maintaining compliance with your Nevada WIC Program Vendor Contract.  Therefore, it is 
essential that you accept/pick up all mail sent to you from the Department.  Examples of 
some items that may be sent to you via mail are contract related items, training 
newsletters, sanction information, and training information. 

 

 

Since all the rights and responsibilities listed in the vendor agreement are not listed in 
this handbook, it is advisable as an owner or manager to be aware of the terms of the 
vendor agreement. The Nevada State WIC Program returns copies to all parties 
responsible for the signing of contracts, the chain stores should make the terms of the 
agreement known to all of their outlets. 
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 WIC Vendor Selection Criteria------------------------------------------------------ 
 

The criteria for the selection of WIC Vendors are referenced below.  An Applicant must meet ALL of the 
evaluation criteria.  Failure to meet any of the criteria provides cause to deny the application. 
 
Accuracy and Completeness of Information Provided on the Application 

All information in the application and Price Sheet must be accurate and complete.  Vendor applications must be signed in ink and 
originals sent to the State WIC office. 
 

Full Line of Grocery Items is Stocked 
 Applicant vendors (except pharmacies) must provide a full line of grocery items, including meat, dairy, fresh produce,  and dry 

ƎƻƻŘǎΦ  ό{ƳŀƭƭŜǊ άŎƻƴǾŜƴƛŜƴŎŜ ǘȅǇŜέ ǎǘƻǊŜǎΣ ǿƛǘƘ ƭƛƳƛǘŜŘ ǾŀǊƛŜǘȅ ŀƴŘ ƛƴǾŜƴǘƻǊȅΣ Ƴŀȅ ōŜ ŀǳǘƘƻǊƛȊŜŘ ƻƴƭȅ ƛŦ ǘƘŜȅ ƳŜŜǘ ŀƭƭ ƻǘƘŜǊ criteria 
and the state agency determines authorization is necessary to ensure participant access). 

 
Minimum Stock of WIC Foods 
 Vendors (except pharmacies) must keep in stock at all times the required quantity and variety of WIC foods as specified in the WIC 

Vendor Manual.  (Pharmacies that only provide special formula and medical foods are required to maintain the minimum required 
stock of infant formula). 

 
Infant Formula Procured from List of Authorized Suppliers 
 Vendor must certify that it purchases infant formula only from sources on the List of Authorized Suppliers of Infant Formula 

provided by State WIC Agency.  
 
Competitive Prices and Price Limitations 
 Prices must be competitive with, and within the price limitations for, similarly situated vendors (in terms of type and size of store 

and geographic location). 
 
Percentage of Food Sales from WIC 
 WIC ǎŀƭŜǎ Ŏŀƴƴƻǘ ƳŀƪŜ ǳǇ ƳƻǊŜ ǘƘŀƴ рл҈ ƻŦ ǾŜƴŘƻǊΩǎ ǘƻǘŀƭ ŀƴƴǳŀƭ ŦƻƻŘ ǎŀƭŜǎΦ  ±ŜƴŘƻǊ ŀǇǇƭƛŎŀƴǘ ǿƛƭƭ ƴƻǘ ōŜ ŀǇǇǊƻǾŜŘ ƛŦ ƛǘ ƛǎ ŜȄǇŜŎted 

ǘƘŀǘ ŦƻƻŘ ǎŀƭŜǎ ŦǊƻƳ ²L/ ǿƛƭƭ ŎƻƳǇǊƻƳƛǎŜ ƳƻǊŜ ǘƘŀƴ рл҈ ƻŦ ǘƻǘŀƭ ŦƻƻŘ ǎŀƭŜǎΦ  /ǳǊǊŜƴǘƭȅ ŀǳǘƘƻǊƛȊŜŘ ǾŜƴŘƻǊǎΩ ǾƻƭǳƳŜ ƻŦ ²L/ 
redemptions will be monitored to determine if they exceed 50% of total annual food sales. 

 
Restriction of Provision of Incentive Item 
 Incentive items cannot be provided by vendors (authorized to ensure participant access or grandfathered in) that have more than 

50% of total annual food sales from WIC. 
 
Accessibility to Participants and WIC staff 
 The applicant must be located in an area where a minimum of 10 WIC participants routinely shop and must be open a least 8 hours 

per day, 6 days per week.  Vendor must be in a location that WIC staff will be able to visit as required by federal regulations to 
conduct training and monitoring visits. 

 
Business Integrity 
 Vendors may not be authorized if the current owners, officers, or managers have been convicted of or have had a civil judgment 

during the last 6 years for the following:  fraud, antitrust violations, embezzlement, theft, forgery, bribery, falsification or destruction 
of records, making false statements, receiving stolen property, making false claims, or obstruction of justice. 

 
Compliance with Food Stamp Program 
 If vendor has been authorized to participate in the USDA Food Stamp Program, vendor must be in good standing and cannot be, or 

have been in the preceding two years, disqualified or suspended from the Food Stamp Program, or been assessed a Food Stamp 
Program civil money penalty for hardship if the disqualification period that would otherwise have been imposed has not expired. 

 
Satisfactory Pre-Agreement On-site Inspection Report 
 The on-site inspection report certifies that the applicant meets WIC vendor criteria and documents that initial vendor training has 

been performed. 
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Becoming a WIC Vendor----------------------------------------------------------------- 
 

If you are interested in becoming a WIC vendor, contact the Nevada State WIC office for an application.  
Once the application has been completed and sent back, someone from the WIC office will schedule to 
come out to inspect the store and check the stocking requirements and collect price information.  Federal 
regulations require a documented on-site visit prior to or at the time of initial authorization of a new 
vendor. 
 

Once the application has been completed, it is forwarded to the State WIC Office for final approval.  A WIC 
vendor must meet the criteria listed in Table 2 of the Appendix. 
 

In addition, Federal regulations require training prior to authorizing the vendor to accept WIC Food 
Instruments.  Once it has been determined that the store meets all the qualifying criteria, the State WIC 
Office will approve the vendor and schedule training. 
 

Once the training has been completed, the vendor is sent two copies of the vendor agreement for 
signatures.  The vendor will be added to the authorized vendor list once both copies have been signed and 
returned.   
 

Vendor Price Monitoring----------------------------------------------------------------- 
 

Each year prices from all vendors are examined to confirm that the vendor is still competitive within the 
area.  The price criterion established by The Nevada State WIC Program for participation as a WIC vendor 
states: 
 

To be approved as an authorized Vendor, food prices must 
Be competitive (may not be more than 10% higher than the  
Average within the areas covered by the WIC Clinic). 

 

If it is found the vendƻǊΩǎ ǇǊƛŎŜǎ ŀǊŜ ƴƻǘ ǿƛǘƘƛƴ ǘƘŜ мл% requirement, the vendor is notified and given an 
opportunity to bring their prices in line with the other WIC vendors in the area.  If the vendor remains 
uncompetitive, the agreement will not be renewed for another year. 
 

Technology------------------------------------------------------------------------------------------- 
 

Vendors are encouraged to keep abreast of, and evaluate for potential implementation, current or proposed 
technological improvements that are or may become available within the industry that are designed to improve the 
technological efficiency and capability of the vendor community, and which will enhance WIC processes, such as 
training, inventorying, purchasing or related WIC vendor activities.     
  
The State of Nevada may, at its sole discretion, award funding through the existing vendor contract to assist in 
defraying a portion of those costs associated with planning, developing and implementing state of the art 
technological solutions designed to improve the overall vendor and WIC functions.   Awards are contingent upon 
receipt of an approved business plan and budget detail outlining the scope of the project.  Requests for funding will 
be submitted using the approved form contained in the vendor manual as Appendix 8.  Prior to any funds exchange, 
vendors must have an approved vendor identification number filed with the State of Nevada Controllers Office.  The 
form to accomplish this can be found at http://controller.nv.gov/Vendor_Services.html Registration Substitute IRS 

Form W -9. 

 

http://controller.nv.gov/Vendor_Services.html
http://controller.nv.gov/IFS_Files/KTLVEN-01_Registration_Substitute_IRS_Form-W-9.pdf
http://controller.nv.gov/IFS_Files/KTLVEN-01_Registration_Substitute_IRS_Form-W-9.pdf


[- 29 -] 

 

Compliance Monitoring and Sanction------------------------------------------ 

 
aǳŎƘ ƻŦ ²L/Ωǎ ǎǳŎŎŜǎǎ ƛǎ ŘƛǊŜŎǘƭȅ ŀǘǘǊƛōǳǘŜŘ ǘƻ ǇŀǊǘƛŎƛǇŀƴǘ ŀƴŘ ǾŜƴŘƻǊ ŎƻƳǇƭƛŀƴŎŜ.  Program integrity is further 
maintained by WIC staff that monitors the use of WIC benefits.  When necessary, sanctions for those who violate the 
program policies are applied. 
 
The performance of every vendor is monitored carefully through computer reports on WIC Food Instrument 
transactions.  Compliance investigators also shop with WIC Food Instruments to determine whether a store is 
complying with WIC Program requirements. 
 
Violations occur when the rules that govern the program are not followed.  Failure to comply can result in the 
disqualification of a vendor from participation in the WIC Program.  Disqualification of a vendor from the WIC 
tǊƻƎǊŀƳ Ŏŀƴ ŀƭǎƻ ǊŜǎǳƭǘ ƛƴ ǘƘŀǘ ŦƛǊƳΩǎ ƭƻǎǎ ƻŦ ǘƘŜƛǊ CƻƻŘ {ǘŀƳǇ tǊƻƎǊŀƳ ƭƛŎŜƴǎŜ ŀƴŘ ǾƛŎŜ-versa. 
 
There are sanctions and penalties for not following program rules.  When WIC Program abuses are detected in a 
store, the State WIC Agency is responsible for imposing penalties based on the severity of the abuse.  ¢ƘŜ ǾŜƴŘƻǊǎΩ 
sanctions established for the Nevada State WIC Program are located in the Appendix as Appendix 3. 
 
In addition, the imposition of sanctions or disqualification of a vendor by the State Agency shall not be construed as 
excluding or replacing any other criminal or civil sanctions, penalties or remedies applicable under any Federal or 
State statutes or local ordinances. 

 

Appeals --------------------------------------------------------------------------------------------- 
 
The vendor shall have the right to appeal any suspension or disqualification, except for reciprocal disqualifications as 
a result of a Food Stamp Program disqualification, imposed by the State WIC Program by submitting a written 
request for a hearing on the matter within fifteen (15) days of receipt by vendor of the written notice by the State 
WIC Program to:   

 

Dave Crockett 
WIC Manager 

DEPARTMENT OF HEALTH & HUMAN SERVICES 

HEALTH DIVISION 
WIC PROGRAM 

4126 Technology Way Suite 102 
Carson City, NV 89706 

Vendor Training------------------------------------------------------------------------------- 

 
Federal regulations require that the State agency provide mandatory initial Vendor training to all applicants.  An 
άŀǇǇƭƛŎŀƴǘέ is a new or current Vendor who is applying for the new Vendor contract cycle.  Vendors who have a large 
employee turnover and/or have a large volume of Nevada State WIC Program business are encouraged to have as 
many employees as possible attend the initial training.  Training is designed so that WIC authorized Vendors and 
their employees have minimal program violations and to improve service through communication.  Training can also 
reduce Food Instrument redemption errors made by cashiers and bookkeepers and improve the integrity of the WIC 
program so that participants receive only those foods intended to meet their nutritional needs.  Mandatory initial 
training is established by the Nevada State WIC Program. 
 
The Nevada State WIC Program requires all authorized WIC vendors to allow training at or before initial 
authorization and annually or more frequently than once every three years.  The Nevada State WIC Program 
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conducts training on an annual basis; however, training materials are available and will be sent to all vendors.  Also, 
in the near future the Nevada State WIC Program will bring more information to our Vendors via the website. 
 
 
Vendor training has proven to be one of the most important vendor activities in the WIC Program at both the State 
and Federal level.  Cashier training improves the integrity of the Program, since allowing unauthorized foods 
subverts the primary objective of the WIC Program, which is to meet the nutritional needs of our participants.  
Training also benefits you, the vendor.   

 
For additional information regarding training, please contact: 
 

Janice Hadlock-Burnett 
Vendor Coordinator 
Nevada State WIC 

4126 Technology Way Suite 102 
Carson City, NV  89706 

(775) 684-4269 
(775) 684-4246 

jburnett@health.nv.gov 

 

Reauthorization and Vendor Agreement--------------------------------------- 
 
¢ƘŜ ǘŜǊƳ ƻŦ ǘƘŜ ά!¦¢IhwL½95 ±9b5hw !Dw99a9b¢έ ƛǎ ŦƻǊ three (3) Federal fiscal year or portion thereof ending on 
September 30th.  The agreement may be renewed for subsequent three (3) year periods, with neither the vendor nor 
the State having any obligation to renew.  The expiration of the agreement is not subject to appeal. 
 
¢ƘŜ ά!¦¢IhwL½95 ±9b5hw !Dw99a9b¢έ (APPENDIX 7)detailing the rights and obligations of the Vendor and the 
State of Nevada Health Division shall be signed by a representative of the vendor who has legal authority to obligate 
the vendor and by the Health Division Administrator or appointee. 
 
Each year prior to the expiration of the current agreement, the Nevada State WIC Program will review the criteria 
for authorized vendors (shown in Table 2 of the Appendix) for each vendor being considered for agreement renewal.  
Only vendors meeting those criteria will be considered for renewal. 
 

Terminations------------------------------------------------------------------------------------ 
 
Either party may delete individual on the Authorized WIC Vendor Agreement due to closure of outlet or other causes 
by providing thirty (30) days written notice of such termination. 
 
Additional or Replacement Outlet Authorization: Vendor may apply for authority to open a new or replacement 
outlet by completing and submitting a WIC Vendor Application for each new or replacement outlet at least Ninety 
(90) days prior to anticipated acceptance of WIC Food Instruments. 
 
Vendor shall not assign any of its rights, duties or obligations under the Authorized WIC Vendor Agreement.  Vendor 
shall notify State Agency thirty (30) days in advance in writing when the Vendor or any authorized outlet of the 
Vendor ceases operations, changes ownership, or changes locations.  In the event of an ownership change, cessation 
of operations, or change of location, the outlets involved in the change shall be terminated from the Authorized WIC 
Vendor Agreement.
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Good Customer Service 

 
The customer defines good customer service ----------------------------- 

 
[ Good customer service means two things.  Customers get what they need within a 

reasonable period of time and are treated with respect and dignity. 
 

[ No matter how good you believe your seǊǾƛŎŜ ƛǎΣ ƛŦ ŎǳǎǘƻƳŜǊǎ ŘƻƴΩǘ ŦŜŜƭ ŀǎ ǘƘƻǳƎƘ ǘƘŜȅ 
are being treated well, you are not providing quality service. 

 
 

The importance of good customer service----------------------------------- 
 

[ You have an impact on the satisfaction of each customer you serve. 
 

[ Dissatisfied customers take their business elsewhere. 
 

[ Based on the way you treat customers, they decided whether or not to continue 
shopping at your store. 

 
 

Complaints help develop good customer service------------------------- 

 
[ When needs are not met, the result is a dissatisfied customer. 

 

[ Most customers become unhappy because of a single small incident. 
 

[ aƻǎǘ ŘƛǎǎŀǘƛǎŦƛŜŘ ŎǳǎǘƻƳŜǊǎ ŘƻƴΩǘ ǘŀƪŜ ǘƘŜ ǘƛƳŜ ǘƻ ŎƻƳǇƭŀƛƴΦ 
 

[ ¢ƘŜǎŜ άƴƛŎŜ ŎǳǎǘƻƳŜǊǎέ ƴŜǾŜǊ ŎƻƳŜ ōŀŎƪ ŀƴŘ ƴŜǾŜǊ ƭŜǘ ȅƻǳ ƪƴƻǿ Ƙƻǿ ǘƘŜȅ ŦŜŜƭΦ 
 

[ Complaining customers give you the opportunity to make things right. 
 
 

5GD yd¤bb 3TKDx------------------------------------------------------------------------------- 

 
[ The 3/11 rule suggests if customers are satisfied they will tell three people.  If they are 

dissatisfied, they will tell 11 people. 
 

[ wŜǎŜŀǊŎƘ ǎǳƎƎŜǎǘǎ Ƴƻǎǘ ǇŜƻǇƭŜ ǿƘƻ ƘŀǾŜ ŀ ƴŜƎŀǘƛǾŜ ŜȄǇŜǊƛŜƴŎŜ ŘƻƴΩǘ ƪŜŜǇ ǘƘŜ 
negative experience to themselves. 

 

[ If you can reverse a negative experience, it will work to your advantage. 
 

[ Each single complaint could be a sign of a much larger problem. 
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First Impression ------------------------------------------------------------------------------------ 
 

[ Customers begin developing their opinions about your store and the service you 
provide with their first visit. 

 

[ A bad first impression is very hard to overcome. 
 

Knowledge----------------------------------------------------------------------------------------------- 
 

[ /ǳǎǘƻƳŜǊǎ ŘƻƴΩǘ ŜȄǇŜŎǘ ȅƻǳ ǘƻ ƪƴƻǿ ŜǾŜǊȅǘƘƛƴƎ. 
 

[ Customers expect you to be able to find the right answer. 
 

The customer------------------------------------------------------------------------------------------ 
 

[ ¢ƘŜ ŎǳǎǘƻƳŜǊΩǎ ƳƻƻŘ ǿƛƭƭ ŀŦŦŜŎǘ ǘƘŜ ǘǊŀƴǎŀŎǘƛƻƴ. 
 

[ LŦ ǘƘŜ ŎǳǎǘƻƳŜǊ ƛǎ ǳǇǎŜǘ ƻǊ ƴŜƎŀǘƛǾŜΣ ŘƻƴΩǘ ǘŀƪŜ ƛǘ ǇŜǊǎƻƴŀƭƭȅΦ  {ǘŜǇ ōŀŎƪΣ ǘŀƪŜ ŀ ŘŜŜǇ 
breath, and tell yourself to be calm. 

 

[ Focus on what you can do.  Offer your help. 
 

[ If the situation continues to escalate, follow your store procedures for handling difficult 
ǎƛǘǳŀǘƛƻƴǎΦ  ¢ƘŜ ²L/ ŎƭƛƴƛŎΩǎ ǇƘƻƴŜ ƴǳƳōŜǊ ƛǎ ŀƭǿŀȅǎ ƭƛǎǘŜŘ ƻƴ ǘƘŜ Food Instrument if 
you need assistance. 
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Customer Compliance 
Noncompliance & Complaints 

 
Customer Noncompliance--------------------------------------------------------------- 

 
 WIC food: 
 

Á Customer attempts to purchase non-WIC foods. 
Á Customer attempts to purchase more food then allowed. 
Á Customer asks for a rain check when food not available. 
Á Customer attempts to purchase non-food items. 
Á Customer attempts to exchange WIC foods for non-WIC items. 
Á Customer attempts to exchange WIC foods for cash or credit. 

 
 

Rude Customers: 
 

Á Customer verbally abuses store personnel. 
Á Customer threatens store personnel. 
Á Customer physically abuses store personnel. 

 
How retailers can help customers comply with the program 

rules--------------------------------------------------------------------------------------------------- 
 
 
Retail owners/managers: 

 
Á Read and sign the WIC retailer contract and make sure you understand the rules. 
Á Make sure employees are trained in WIC retailer rules and procedures. 
Á Make sure WIC references are available for checkers. 
Á Make sure WIC foods are available for customers. 
Á Make sure all WIC acceptable food items have been labeled with the shelf tags provided to 

you by Nevada State WIC. 
Á If a UPC code does not scan and you are sure it is a WIC Approved item, submit the 

appropriate form to the State Office (APPENDIX 6). 
 

Checkers: 
Á Follow the WIC Food Instrument cashing procedure. 
Á Use good customer service techniques with customers.  
Á Reference your Authorized WIC Foods card at your register. 
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WIC Participant Abuse--------------------------------------------------------------------- 
 

Although trained in the use of their WIC Food Instruments prior to leaving the WIC clinic, participants may 
sometimes ŦƻǊƎŜǘ ǘƘŜ ǇǊƻǇŜǊ ǇǊƻŎŜŘǳǊŜǎ ǘƘŜȅΩǾŜ ƭŜŀǊƴŜŘ.  ¢ƘŀǘΩǎ ǿƘȅ ƛǘΩǎ ǳǇ ǘƻ ȅƻǳΣ ǘƘŜ ²L/ ǾŜƴŘƻǊΣ ǘƻ ƳŀƪŜ ǎǳǊŜ 
WIC program rules and regulations are followed.  Although WIC vendors must occasionally refuse unauthorized 
items selected by WIC participants, the vendor is not expected to take abuse from the participant.  All WIC 
participants sign a PARTICIPANT RIGHTS AND OBLIGATIONS form detailing their responsibilities and the proper use 
of their WIC Food Instruments.  In addition, warnings and/or suspensions from the program for abuse are used as 
incentives for participants to follow the proper procedures. 
 
Complaint forms are available on our website for WIC vendors to use when a WIC participant attempts to violate 
WIC Program procedures. You can print forms and send them in, or complete the form on line and submit it. 
 
We are always available at the state office to take complaints by phone at 1-800-863-8942. 
 

http://health.nv.gov/PDFs/WIC/vencomplaint.pdf  
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Important Points to Remember 
 
WIC staff and vendors work together in making the program a success.  WIC participants are instructed on which 
foods are WIC-approved and how to use Food Instruments.  The following are points that may be helpful in 
preventing errors: 

 

CHANGES AND SUBSTITUTIONS 
 

WIC participants must buy only those food items listed on the WIC Authorized Foods List.  If an item or 
brand other than that what is printed on ȅƻǳǊ άAUTHORIZED ²L/ Chh5{έ ƭƛǎǘ ƛǎ ǇǊŜǎŜƴǘŜŘΣ ǊŜŦǳǎŜ ǘƘŜ 
item and send the customer back to get the right one.  If you are unsure or if the participant insists that 
their item is a WIC approved item, scan the item to see if the UPC code is in our database.  Scanning the 
item is especially helpful with formula based on the fact that some participants receive special formulas 
you may not always see or recognize as WIC Approved.   
 
Participants are trained to know that if an item will not scan there is nothing the stores can do about it 
without talking to the state so they may have to try another store.  If you scan the item and it will not go 
through, this will show the participant that you cannot allow the item. 

 

COURTESY 
 

Treat WIC customers the same as other customers.  WIC participants may not be discriminated against 
ōŜŎŀǳǎŜ ǘƘŜȅΩǊŜ ƻƴ ²L/.  WIC customers may not be sent to a special WIC ONLY checkout.  If it is the 
store policy for supervisors to approve all WIC Food Instruments, this must be done without creating long 
waiting periods or appointing special time periods when WIC Food Instruments may be used.  Once your 
ǎǘƻǊŜ ōŜŎƻƳŜǎ ŀ ²L/ ǾŜƴŘƻǊΣ ŀ ²L/ ŎǳǎǘƻƳŜǊ Ƴǳǎǘ ōŜ ŀōƭŜ ǘƻ ǎƘƻǇ ǘƘŜǊŜ ŘǳǊƛƴƎ ŀƴȅ ƻŦ ǘƘŜ ǎǘƻǊŜΩǎ 
regular hours.  Remember that it is estimated that for each WIC dollar spent, WIC participants will spend 
an additional 3 to 4 dollars in cash or food stamps in your store. 

 

COUPONS 
 

If coupons or other promotional specials are provided, these must be given to WIC participants 
also.  We encourage WIC participants to utilize coupons, vendor club cards, sales and every 
available means to reduce food costs so additional participants may be served on the WIC 
Program. 

 

RETURNS 
 

WIC foods may not be returned for cash.  Lǘ ƛǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ǊŜƳŜƳōŜǊ ǘƻ ǿǊƛǘŜ ά²L/έ ŀŎǊƻǎǎ ŜŀŎƘ ǊŜŎŜƛǇǘ 
as the transactions are completed.  Then, if a customer does attempt to return WIC-purchased items, 
they may be refused.  In either case, if a return is allowed or refused, please report the incident to the 
local WIC clinic for action.  If your store allows returns without the requirement of a sales slip and it is 
suspected that the items were purchased with a WIC Food Instrument, make copies of everything and 
send them to the State WIC Office.  If it is determined that WIC items were returned, the WIC participant 
will be suspended from participation in the WIC Program. 
 

CHANGE OF NAME, LOCATION, OR STORE CLOSURE 
 You must notify the State of Nevada WIC Program in writing if there is any change in store name, store 

location, or if the store closes.
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Electronic Benefits Transfer (EBT) 
 
 
 
 

 

 

 
 

 

 

 

 

 

ADVANTAGES OF THE EBT SYSTEM: 
 

× The WIC EBT system reduces bookkeeping procedures in your stores, generates 
ǇŀȅƳŜƴǘ ƻŦ ²L/ ǘǊŀƴǎŀŎǘƛƻƴǎ ǿƛǘƘƛƴ нп ƘƻǳǊǎΣ ŜƭƛƳƛƴŀǘŜǎ άōƛƭƭ ōŀŎƪǎέΣ ŀƴŘ ǎƘƻǊǘŜƴǎ 
time for WIC transactions at the check stand. 

× Participants purchase only WIC authorized foods. 

× Ensures that foods are not improperly substituted. 

× Secures transactions. 

× Single transaction for all items purchased. 

× Timely Claims and Settlements. 

× Usage is fast and easy. 

× Participants make more trips to the store which equals to an increase in purchases. 

× Reduces paper work by eliminating paper Food Instruments. 
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