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Introduction

The Special Supplemental Food Program for Women, Infants, and Children, commonly known as &St is a
effective nutrition intervention program with demonstrated success in improving the health and nutritional status
of women, infants and children One study has showthat for every $100invested in the WIC Program, 80 is
saved in medical care costs WIC is funded by the United Stat®epartment of Agriculture (USDA) and is
administered in Nevada by the Department of Health and Human Services, Division of H&&@EhProgram services
are provided throughout the State by county publialie departmentsand nonprofit health agencies.

WIC provides nutritious fooddo supplement the diets of limited income pregnant, postpartum and
breastfeeding women, infants, and children under age 5 who have been deterrarselat nutritional risk Proper
nutrition at the beginning of life can heg prevent serious health problems Infants and preschoolers are going
through a period of rapid growth, intellectual and social developmerteir nutritional status and the health care
they receive can have a major impact on their ability to functiohaspy, healthy children.

Participants receive WI€ood Instrumentsfor specific kinds and amounts of nutritious food$VIC participants
redeem thesd~oodInstruments atauthorized grocery stores (vendors) which meet certain requirements and agree
in dl signed contractto follow all WIC Program regulations.

WIC facts-----------m oo

0  WIC (Special Supplemental Nutrition Program for Women, Infants, and Children) is a fedadaty $hort
term nutrition program operated in Nevada through tBepartment of Health and Human Services, Division
of Health Its objective is to improve the health of Nevaslawomen, infants and children who are eligible
for the program by providing supplemental nutritious foods, nutrition education, and other health and social
services.

U Each year WIC provides women and children in need of preventative health services willy lieads,
breastfeeding support, nutrition education and improved access to health services.

U WIC has several cost containment initiatives including a competitive bid contract for purchasing infant

formula. The additional funds derived by this contrand a similar solsource contract for infant cereal,
allow for the addition of thousands of extra participants in the \WtGgram.

WIC makes a difference -------======mmmmmmmmm e

WIC is coseffective Byreducing 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 Mediwaibfons
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

Betterdigit memory test scores

= =4 =4 -4 -4 -4 -4

Forover 30years, WIC has been achieving its goal of providing 4ot intervention and influencing lifetime
nutrition and health behaviors.

Your role as a WIC VendoF=----==-====mmmmmmme oo oo e e e

WIC retailers are critical partners in the delivery of WIC benefiach month, WIC participgs receivel aF22R
LINBAONRLIGA2YE RSaAIYSR (2 Yi3diail dekk Belpldill #he8e30riFianDy ryaklizig NR (
sure the partigbant 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 proceSeice nutritious WIGoods are
RSaA3aIySR G2 LINRY2:GS (GKS KSIf0KASAG L2aaArofsS o0ANIK 2d
in the program is vital.The integrity of the transaction between a WIC retailer and a WIC participant is esséntial.

is onlywhen 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 groceriesWICFood Instruments can only be used to purchase specific types and quantities of foods
The foods and quantities that may be purchased are listetherparticipants shopping listParticipants may also
perform a balance inquiry transaction at the EBTdtedmic Benefits Transfer) terminal. A balance inquiry will show
the participant and the cashier the remaining benefits in the participants account.

The WIC food packages changeddatober 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 recegr 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 iroffiortified cereal Jarred Baby Foods Fruits & Vegetables

100%Fruit Juices high initdmin C

Special Formulas

Fresh Canned or Frozédfruits and Vegetables
Cannedrish

Whole Grains

Tofu and Soy Beverages
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Due to the complexity of the individual nutritional needs of WIC participants, many differencesvki$VvIC 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, substitutibrioods is
prohibited. Vendors are notified whenever changes are made to the list of approved.fodelsdors 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 ----------===-==mm-m oo

The Nevada State WIC Prograensures that all participaton Vendors enter into a written ontract
(Appendix 7) TheVendor Contract must be signed by a representative Wwas legal authorityo obligate

the Vendor. The Vendor Contract and tManual 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 tNevada State WIC Programr 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 thidevada State WIC Program transactions arising out of the
Contract. It will be the responsibility of théendor to designate a persdnom 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 accefdtare training; to provide traimg to all
cashiers and other employees who handle WIC transactions; and to provide special or additional training to
employees at the request of either tidevada State WIC Programlocal agency. The Vendor will be held
accountable for the actions oraetions of its employees.

How to contact WIC -----=====mmememme oo oo

Nevada State Division of Health
WIC Program
4126 Technology Way Suite #102
Carson City, NV 89706
(775)6845942
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WIC Authorized FOQUS--==-========nmmmme oo

The types and quantities of fooasithorized for theWIC Program are specified in federal regulations. These
F22Ra KIFI@S 0SSy OKz2aSy o0SOldzaS GKS& FFNBE KAIK Ay
requirements. They include cereals, fruit juices, miggs, cheese dried beans or peas, peanut butter,
canned fishfruits and vegetablesvhole grains, tofu, soy beveragesfant formulas jarred baby foodaind

infant cereals. Each state develops a list of the specific types of foods and/or lapids/ed for its WT
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 WIG-===========mmmemm e e

The Nevada State WIC Program has a competitive bid contract with Ross Labonatodesnakes Similac
AdvanceEarly Shieldisomil AdvanceSimilac Sensitivend Similac Sensitive RtBe 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 foarewdriheir
formula purchased. The additional funds derived by this contract, and a similas@glee 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 outto authorized WIC vendors each month.

TKS bS@GFERI {GFGS 2L/ tNRBINIY FYRK2NJ 6KS O2y(iN¥ OG0 F¢
to verify that only the proper formula is allowed to be purchased with the WIC Food Instrument. It is the polic

of the Nevada State WIC Program to remove a vendor fromicgzation in the WIC Programather than lettheir

actions (i.e., selling the wng brand of formula) jeopardizée formula rebate contract.

In addition, the following restrictions on formulgurchases apply:

x A customemay notpurchase formula and later exchange it for another formula.

x A customermay not purchase another type of formula if the brandiqed on the WIC shopping lisbr
balance inquirys out of stock.

x WIC Food Instrumentsay not be used to purchase lowon formulasunlessthe shopping list or balance
inquiry specifically states losron.

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

bhe¢oy ¢tKS NBokRdS ®2WIBAR8 3PFSHRAFSs @SINAZI yR GKS
time. At the time the bids are awarded, all WIC vendors will be notifiedls the contract formula represents over

98% of WIC formula purchases, a change in the company awarbdedatontract will make quite a difference in the
movement of your infant formula stock.
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WIC APPROVED FOOD LIST

Nevada
AWl C Approved Food Listo

WIC FOODS DETAILS

Fruits and Vegetables

1
1

E |

= =8 - A

and | TCN WI C Nutrition

Any brand and variety of fresfrpzen, or canneq
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 addedsauce or creamed vegetables

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

No breaded or battered vegetables, no fruits &
vegetables from the salad bar, no fruit baskets
no party vegetable trays, and no ornamental g
decorative fruits or vegetad$ such as chili
peppers on a string, garlic on a string, gourds
painted pumpkins, and no french fries, tater to
hash browngetc.

Whole Grain Bread

e E

NO Organic

NO Light Bread

No Buns or Rolls

Loaf of Bread

16 ounce packages only
Whole grain must b#he first ingredient listed of
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

A -—a-Aa-a-a-_a_-9_-9_9a_-2

NO Organic
Whole Wheat and Corn Only
16 ounce packages only
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Tofu NO Organic

Plain, calciursset tofu, which is:

Firm or medium

Refrigerated, watepacked only

Brands:

Asumaya

House Premium

Pacific Ultra Soy, Plain, shelf stable
Pacific Ultra Soy, Vanilla, shelf stable
Quatrt size (32 oz container)

8th Continent Soymilk, Original

Half Gallon (64 oz container)

ANY BRAND

3.75 ounce can or larger

Packed in water, oil, mustard, or ketchup
No Added Seasonings

NO Organic

NO Added DHA

ANY BRAND

Step 2 Only

Single Fruits or combinations of fruits in 345
ounce containers

Single Vegetables or combinations of vegetal
in 3.54 ounce containers

NO Organic

NO Added DHA

ANY BRAND

Step 1 or Step 2

Added broth or gravy allowed

MEATS

Beef

Chicken

Ham

Lamb

Turkey

Veal

Milk Least expensive brand of these types of unflavored, pasteuriz
nonorganic milk in quarts, half gallons and gallons:

1 Whole (3.5%), reduced (2%), low fat (1%) or skim (+fat)
Vitamin A and D fortified

Acidophilus and lactobacillus

Lactosefree and lactoseeduced (e.g. Lactaid)

Fluid Shelf Stable

Dry Vitamin A and D fortified

Evaporated milk

Fresh or Evaporated@at 6 s Mi | k

E

Soy Beverage

E |

=

Canned Sardines

Baby Food
Fruits and Vegetables

= =4 8 _8_48_-a_-4a_-4a_-2

=

Baby Foods
Meats

= =4 —a_-a_-a_-9

= =4 -—a-a_-a_-2
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Cheese

Any brand of these types (or combination of the listed types
nornrorganic cheese in 16 ounce package only:

heese may be:

Cheddar

Colby

Longhorn Style

Jack

Mozzarella (regular or string)
Processed American

Blocked, sliced, or mixed
Regular, Reduced Fat, Low Fat, or Fat Free
NO Individually wrapped slices

Eggs

S|=AAAAAA A N2 =22

Hardboiled eggs will remain authorized for participants
that have inadequate storage/cooking.

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)

Dried beans, peas, or
lentils

T
)

Any brand
16 ounce bag

Peanut Butter

Any brand of these types of namganic peanut butters in 16 to 1
ounce containers :

A
A
A
A

Creamy
Chunky
E ghunkya
Salted or unsalted

Cereal

12 ounce boxes or larger
36 ounce box maximum
Cold:

|l

=4 =4 -4 -4 -9

Malt O Meal
A Honey & Oat Blenders
A Honey & Oat Blenders w/Almonds
A Frosted Mini Spoonerg\VG)
A Strawberry Cream Mini Spoonefé/G)
A CrispyRice
General Mills Cheerios RegulaNG)
General Mills Multi Grain Cheeric®@VG)
General Mills Kix
General Mills Honey KiXWG)
General Mills Chex
Multi Bran
Wheat(WG)
Corn
Rice
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Cereal cont.

Kell oggds Corn Fl akes

Kel | o0ggo0s -WheatssRegildr or\BiterSif&/G)
Post Banana Nut Crunch

Post Grape Nuts (regular onijVG)

Post Honey Bunches of Oats (Honey Roasted or Almon
Quaker Oats Life (regular onl{y)vG)

ot:
Malt O Meal
A Original Hot Wheat Cereal
A All Natural Creamy Hot Wheat Cereal
A Farina Hot WheaCereal
T Mombs Best
A Naturals Quick Oaté/NG)
1 Quaker Oats Oatme@lNG)
Instant Mix n Eat, regular flavor only
Nabisco Cream of Wheat (Any cooking time except insta
Nabisco Cream of Wheat Whole Gr@ivG)

=A T E N

T
T

Infant Formula

1 Formula with iron (unless specifiedherwise). Must be
exact item on printed Shopping List.

Infant Cereal

8 ounce boxe®f Dry Gerber or Beechnut infant cereal.
(unless otherwise specified on the Shopping List)

May be:
Whole WheatWG)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 ApplgGreen Label only)
Juicy Juice Apple Raspberry
Juicy Juice Apple Banana
Langer s Apple Juice
rape:
Wel chds White Grape
Wel chds Purple Grape
Juicy Juice Grape
Juicy Juice White Grape
Langer s Red Grape
Langer6s White Grape
Orange and Pineapple:
1 LeastExpensive Brand
T Langerds Pineapple

Vegetable
1 V8

SAAaAAAA0) A=A A
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Juice 64 oz cont. Other Flavors:

1 Juicy Juice Cherry

1 Juicy Juice Berry

T Juicy Juice Strawberry Banana

1 Juicy Juice Kiwi Strawberry

1 Juicy Juice Orange Tangerine

1 Juicy Juice Punch

T Langerds Mi xed Berry
Juicei 11.50r 12 100% Fruit Juice

ouncecans, frozen or | Apple Juice:

Apour abl eo | ¢ Seneca(RedLabel only)
concentrate T Tree Top (Green Label only)
1 Juicy Juice Apple

Frozen and pourable f Langerds Apple Juice

juices reconstitutes to
48 fluid ounces.

Grape:

Note: T Welchdés White Grape

This container sizeis |1 Wel chdés Purple Grape

available to women T Wel chds White Grape Cranb

only. T Wel chds White Grape Rasphb
T Wel chds White Grape Pear
T Wel chds White Grape Peach

Orange and Pineapple:

1 Least Expensive Brand

T Langerds Orange Juice
1 L an g ©&range Juice Plus

Other Flavors:

1 Juicy Juice Berry

1 Juicy Juice Punch

1T Langer 6s Spring Bl end
T Langerds Summer Bl end
T Langerds Autumn Bl end
)l

Langerds Winter Blend
Tuna Any Brand Chunk Light

1 Packed in water

1 5 ounce cans or larger

1 Must be light tuna

Vendors must ensure that@urrent 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 théa® of Nevada WIC Program.
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Grocery Checker Section

What grocery checkers should know

The WIC contract theownerof 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 storewner; Food Instrumenprocedures, minimum stocking requirements, apyped
foods, and the consequences for failing ttida the terms of theagreement (APPENDIX 7).

It is important for all employees to know that following the WIC requirements will allow thre sbobe paid
for the WIC Foodhktrumentsthey accept. In adtion, failing to follow the requirements will, at the very

least, cost your emplyer money in the form ofded instrumentsot paid, and at the worst, will cost your
employer a disqualification from the WIC Nutrition Program, and potentially from the Staodp Program
as well.

Compliance with theWIC contract Rretailer 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.

Whenthe 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 inviggttion.

Importance of good customer ServiCevnhen 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 perceivathduhe 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 Cnfidentially: 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
are a2 + F NI UREY YubsyAYRp RAREH By Foss mustinot post names or other

customer information in any area where every customer could see. Also, if calling for manager assistance
with a WIC transaction overtied 2 NBE A YU SNOAYL/R22DE NI REWBI A& SNO2 Y

Civil RightS C0mp|aintS'Thestate 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.

[-16-]



Checking Out A WIC Customer

WIC Customer ResponsibilitieSMc Customers amesponsible for using WIC Food

Instrumentscorrectly. They are provided training on how to shop with W8Gd Instrument$y their

clinics. WIC customers are also provided with a WIC Approved Food List. If a WIC customer tries to
purchase noAWIC items or is abusive, please inform the local WIC agency. You may also use the complaint
form provided by the State of Nevada @/Program. Follogup action will be taken by the WIC Program

with WIC customers who are abusive.

The WIC Food Instrument

The Nevda State WIC Program utilizeBT (Electronic Benefits Tran}f€ards

WIC Food Instruments must be redeemed per the caxttterms When a WIC Food Instrument is redeemed
properly, the vendor will be reimbursed for the amowftthe merchandise purchasedrhe vendor is responsible
for any mistakes that cashiers makgrocessing WIC Food Instrument transactiorsd be surethat cashiers are
well trained on all WIC Food Instrument redemption procedures

The State of Nevada WIC EBT cardblue in colowith a picture of Lake Tahoe and the letters WIC on the bottom

right-hand corner
(See Exhibit A)

Exhibit A:

S 8 B b —
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WIC EBT CARD PROCESSING

9.

Ring up WIC foods separately from other foods.

. DO NOTask the participant for their PIN (Personal Identification Number) number. The participant must

enter their own PIN number.

. DO NOTdisallowa food item based on the Balance Inquiry. Try to scan the food item, if it scans the

participant is allowed to get it.

. You Mustprovide Least Expensive Brand AVAILABLE when Least Expensive Brand is specified.
. DO NOTcharge sales tax

. Do not give Refurglor Rain Checks.

. Alwaysgive the cardholder a receipt which reflects the correct quantities of WIC items purchased.

. Neverask the participant to pay the difference between the requested price and the maximum price paid by

the WIC program, (this is ndhé same as pay the difference for the Cash Value Benefit.

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

0d22SNJ OFyy20 o0dz2 Y2NB GKIFy GKS lY2dzyia tAaGdSRT K
offers like other customers.

Inthecas& ¥ | & 0 dzé
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aWIG LILINE SR F22R | GKS 4GFNBS¢ AGSY Ydzalid oS8 2 [
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CASH VALUE BENEFIT PROCESSING

Cash Value Benefits (O\Bea dollar amount placerothe LJ- NJi A @adrd_fhrparchasing WIC Approved
fruits and vegetablegnly.

Participantamay purchasany variety of fresh whole or cut fruit and/or vegetables (except white potatoes)
using their CVB.

Orange yams and sweet potatoes are allowed.

Organic fruits and vegetables are allowed.

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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Participants are allowed to Athe Difference if theexceed their CVB amount.

7. The amount that exceeds thdienefitwill print out on the EBT receipt as PAYMENT DUE.

©

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

©

Participants ar?NOT REQUIRE® Pay the Difference, and it is th&dHOICIHD 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
participantcan 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 camManual 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 batarable

3. The OfflineManual Authorizationphone 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 nusnbet received
for the transaction at the time of purchase, the vamds liable for the amount of the purchase and will not
be reimbursed for the purchase.

5. Prepare the J.P. Morgan EFS Offline WIC Authorizition(all stores are supplied these forms free of
charge. The authorization foria a two part yellow and whiteorm 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 filldtbirttze telephone call to
the J.P. Morgan Offline WIC Manual Authorization telephone number, if the transaction is approved.

7. ltis important to know the UPC of the formula thatou arerequesting for manual purchasd& his 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. / dzaAG2YSNI { SNBAOS ¢gAtft al T2N 6KS @GSyR2NDa aSgSy
to enterthe sixdigit J.PMorgan EFS Offline Manual Authorization form number (from the upper right
O2NYSNLT SyidSN GKS TichrdNdimbériahd the WRCInunSogtsifar MBS itemsLttat ae .
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 numbethi® purchase. The authorization number
must be written on the J.P. Morgan Offline WIC Authorization form. Fill in the exact authorized unit
quantity, thenboth the participant and the cashier are to sign the voucher in the areas marked. The vendor
shauld 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 vefmimre
required to keep theyellow 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 autaion must be cleared
electronically through the POS terminal

J.P. MORGAN EFS OFFLINE WIC AUTHORIZATION

Important! Authorizations must be cleared on
the POS device within 5 calendar days of the
purchase or funds will not be reimbursed.

Card Mumber

Cardholder Name (Please Print Legibly)
f /

Cardholder Signature Date

By signing this authorization, | believe that WIC benefits
are available for the full amount of this transaction.

5
Purchase Amount Authorization Number

Presentation of this autherization by the WIC Vendor is
prohibited if the phone authorization was denied.

WHITE — Cardhoider Copy; YELLOW — WIC Vendor Gopy

Transaction Date, Time

WIC Vendor Number /

Store Name (Please Print Legibly)

No.123456

Address

City/State / Zip

Phone Mumber

Authorization Reason

SupervisorClerk Signature

UpC #1 Qty
Requested Price $ Approved Price $
upc #2 Qty

Requested Price $ Approved Price $

The Authorized WIC Food3zard

¢t KS

2 L/

[ 2y GNF OG0 GKI G

your check stand

The steps for redeemingood Instruments are listed on tAUTHORIZED WIC FOODSt KS NB FSNA S

gl a

aAdySR o6& (KS

hasdetailed instructiongegardingresetting scannerand equipmat problems or Settlement issumntact

information.

a0 2 NBachd 6y SNJ
checkout stand for use by cashiers. Always be sure that you have a cAutbiotrized WIC Foods card available at

aAF

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 theNevadaState WIC Prograit 775684-5942 for additional cards.
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Important Food InstrumentCashingReminders for @shiers---------

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 foodsThe item must scan into the POS machine.

V Accept coupons if presented

V Always refer to yourAuthorized WIC Foods Card.

V OnlyAllow Least Expesive Brand AVAILABLE when leagpensive brand is specified

V Never ask garticipant for their PIN number.
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Bookkeepers Section

Bookkeeping Information

What isthe AutomatedClearing House (ACH):
The Automated Clearingouse 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. Mgan 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 traonsachctivity will be transmitted to J.P.
Morgan EFS when the transaction occurs. The terntnaing vendor will transmit a daily file to the ACH,
which will reimburse you for transactions. The ACHfarilvard 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 fileQH tindikh
will reimburse VENDORS for transactions. The ACH will forward all reimbursements electronically to
+9b5hwQ{ olyla FT2NJ LINRPOSaaAy3a FyR LRAGAYID

Settlement shall be for the VENDOR total as approved at the time of purchase, which will repnesent t
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
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 termish@/ing vendor. The terminalriving vendor
passes the reimbursemenequest tothe ACH; the ACH then passes the net reimbursement amount to the
GSYR2NRa& | 002dzy i @ CeLIAOFHffer GKS SYyGANB LINROSaa

How will I know if the amount of the reimbursement is correzt
The reimbursement you will receive will equal thet of all WIC EBT transactions performed within a
OFf SYRINJ RIFreQa FOGAGAGR D ¢CKA&d Aad | FAESR ol G0OK (
and the process is done automatically. You do not redditiate a release to prompt this clesut. You
can initiate a Daily WIC EBT totaport throughthe POS terminal. This report will equal the net total of all
transactions performed from the previols| &lBs&out time to the currenR | &l@s&out time. This will
equal the amount that il appear as a deposit in your bank account.

If a reimbursement does not arrive in your bank accaumthe day the reimbursaent is anticipated to

arrive, contact the Vendor EEJInly 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 forlyduP. 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, &syour store manager to follow up with thecheckersor
contact the State of Nevada WIC Office

You cannot seek restitution directlgr 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 Prograaddition to

having the responsibility of following the requirements of the vendor agreement mnodedures of the WIC
Programthe 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 takethdyWIC Programexcept for
permanent disqualification for a conviction or trafficking or illegal sales

¢KS 2L/ @Sy Rsonslity isidKoNolv M 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 ltal WIC clinics WIC Participants may

go to any authorized WIC store for shoppind\fter a WIC customer has redeemed a WIC
C22R LyaidNdXzySyiads A0 A& RSLIRaAGSR G2 GKS (¢

IMPORTANT NOTICE

The Nevada WIC Program sends out importainformation 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 mailrea contract related items, training
newsletters, sanction information, and training information.
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WIC VendorSelection Criteria

The criteria for the selection of WIC Vendors are referenced befkawApplicant must meefLLof 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 mustaccurate 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 meafrekstingroduce, and dry
322 Ra0® Of{YIftftSNI 602y dSyASyO0S (GeLise aiG2NBas ALK f AcriwriaSR gl
and the state agency determines authorization is necessaensore 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 speeifigtdn th
Vendor Manual. (Pharmacies that only provide special formula and medical foods are required tomtaetainimum equired
stock of infant formulx

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 WIEBgency.

Competitive Prices and Price Limitations
Prices must be competitive with, and within the price limitations for, similarly situated vendors (in terms of type aofostire
and geographic location).

Percentage of Food Sales from WIC
wical £ Sa OFyy2G YIS dzJ Y2NB (KFIy pmr: 2F GSYR2NR
OKFG F22R &altSa FNRY 2L/ gAftf O2YLINRYAAS Y2NB @
redempions will be monitored to determine if they exceed 50% of total annual food sales.

a G2alted | yydz
Kty pre: 27

Restriction of Provision of Incentive Item
Incentive items cannot be provided by vendors (authorized to ensure participant amogsemndfathered ipthat 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 lesst 8 hou
per day, 6 days per week. Vendor mustib 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 & batiavcivil judgment

during the last 6 years for the following: fraud, antitrust violations, embezzlement, theft, forgery, bribery, falsifaradiestruction
of records, making false statements, receiving stolen property, making false claims, rictibstof 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, o
have been in the preceding two years, disqualified or suspended froRdhd 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 ndt expire

Satisfactory PreAgreement Orsite Inspection Report
The onsite 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 areinterested 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 requinet®i@nd collect price informationFederal
regulations require a documented egite 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 dppgyoVaC
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 qualifiariteria, 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 lmoghies have been signed and
returned.

Vendor Price Monitoring

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

To be approved as an authorized Vendor, food prices must
Becompetitive (may not be more than 1% higher than the
Averagewithin the areas covered by the WIClinic).

If it is found the venfl NDa LINA OSa | Nd&eqyirénient, dhk UeKdbnfs natifle8 ansh given an
opportunity to bring their prices in line with the other WIC vendors in the aréahe vendor remains
uncompetitive, the agreement witlot 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
technological efficiency and capatyilof 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 taprove 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 fundin
be submitted using the approved form contained in the vendor nadias Appendix 8. Prior to any funds exchange
vendors must have an approved vendor identification number filed with the State of Nevada Controllers Office.
form to accomplistthis can be found atttp://controller.nv.gov/Vendor_Services.htrRlegistration Substitute IRS

Form W -9.
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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

Compliance Monitoring and Sanction

adzOK 2F 2L/ Qa adz00Sadaa Aa RANBOGf & I Brogm dntdrity B fudtier LI N
maintained by WIC staff that monitors the use of WIC beneW$en necessary, sanctis 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 determinetidrea store is
complying with WIC Program requirements.

Violations occur when the rules that govern the program are not followedilure to comply can result in the
disqualification of a vendor from participation in the WIC Prograbisqualification d a vendor from the WIC
t NEANI Y Oly |fa2 NBadzZ G Ay GKFG FANYQarsaf 2aad 2F GKSAN

There are sanctions and penalties for not following program ruhen WIC Program abuses are detected in a
store, the State WIC Agey is responsible for imposing penalties based on the severity of the alfugeS @Sy R2 |
sanctions established for ¢hNevada State WIC Program are located in the Appendix as Appendix 3

In addition, the imposition of sanctions or disqualification afemdor 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 disqualificaiioapt for reciprocal disqualifications as
a result of a Foodstamp Program disquitation, imposed by the State WIC Program by submitting a written
request for a hearing on the matter within fifteen (153y$ of receipt by vendor of theritten notice by the State
WIC Program to:

Dave Crockett
WIC Manager
DEPARTMENT GEALTH &UMAN SERVICES
HEALTH DIVISION
WIC PROGRAM
4126 Technology Way Suite 102
Carson City, NV 89706

Vendor Training

Federal regulations require that the State agemmypvide mandatoryinitial Vendor training to all applicants. An

G I LILJ is rew ar éurrent Vendor who is applying for the new Vendor contract cycle. Vendors who have a large
employee turnover and/or have a large volume of Nev&date WIC Progrannusiness are encouraged to have as
many enployees as possible attend theitial training. Training is designed so that WIC authorized Vendors and
their employees have minimal program violations and to improve service through communication. Trainatgpcan
reduceFood hstrument 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 establishedybthe 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 traiing 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 onetbe 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 unauthofixeats
subverts the primary objective of the WIC Program, which is to meemthdtional needs of our participants
Training also benefits you, the vendor

For additional information regardingdraining, please contact:

Janice HadlociBurnett
Vendor Coordinator
Nevada State WIC
4126 Technology Way Suite 102
Carson City, N\B9706
(775) 6844269
(775) 6844246
jburnett@health.nv.gov

Reauthorization and Vendor Agreement

¢KS GSNXY 2F (GKS a!! ¢l hwL weade (3)#6deral fiseal yead av podtiandheréod ending ont 2 N
September 30. The agreement may be renewed for subsequiéemee (3) year periods, with neither the vendor nor
the State having any obligation to renevhe expiration of the agreementm®t subject to appeal.

¢CKS a! ! ¢l hwL %95 + 9(APPENIX 7)elailirg $ha Bgbts 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 yar 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 critarwill be considered for renewal.

Terminations :

Either party may deletndividualonthe Authorized WIC Vendor Agreement due to closure of outlet or other causes
by proviing thirty (30) days written notice of such termination.

Additional or Replacement Qutlet Authorizatiotendor 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 t@nticipated acceptance of WIC Foodttuments.

Vendor shall not assign any of its rights, duties or obligations under the Authorized WIC Vendor Agrééemetar

shall notify State Agency thirty (30) days in advance in writing when the Vendor or any authorized outlet of the
Vendorceases operations, changes ownership, or changes locations. In the event of an ownership change, cessatior
of operations, or change of location, tle@tletsinvolved in the change shall be terminated froine Authorized WIC
Vendor Agreement.
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Good Customer Service

The customer defines good customer service -----------=-----==-mm-mmmu-

[ 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 yourd@®A OS AaxX AF Odzad2YSNE |
are being treated well, you are not providing quality service.

The importance of good customer service----------------=----mmmommmmuuu-

[ 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 methe result is a dissatisfied customer.
[ Most customers become unhappy because of a single small incident.

[ a2ad RA

QX
QX

FGAETASR OdaG2YSNBR R2y Qi GF18
[ ¢KSaS ayA0S Odzali2YSNRE ySGOSNI O02YS ol O1

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

R DRV IR - e

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

[ wSaSFNOK ada3sSada YvYzal LIS2LXS K2 KIF @S |
negative experience to themselves.

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

[ Each single complaint could besign of a much larger problem.
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FIrst IMPreSSION ==-======semmmemm oo oo e e e e

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

[ A badfirst impression is very hard to overcome

KNowledge -------=--= e oo
[ /dzai2YSNBE R2y Qi SELSOG e2dz 62 1y2¢6 SOSNE
[ Customers expect you to be able to find the right answer

The CUSIOMEI------ e oo
[ ¢KS OdzadG2YSNRa Y22R .gAft | FFSOG GKS (NI Y

[ LT GKS OdzaG2YSNI A& dzZLJaSid 2NJ yS3aAFiA@Ss R?2
breath, and &ll 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
aAabdzZ GAzyao ¢tKS 2L/ Of Ay A Ofdd InktkirBeyitS v dzY 6
you need assistance.
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Customer Compliance
Noncompliance & Complaints

Customer Noncompliance

WICfood:

Customerattempts to purchase noiWVIC foods.

Customer attemptso purchase more food then allowed.
Customer asks for a rain check when food not available.
Customer attempts to purchase ndaod items.

Customer attempts to exchange WIC foods forWgIC items.
Customer attempts to exchange WIC foods for cash or credit

I v v I >

Rude Customers:

A Customer verbally abusesore personnel.
A Customer threatens store personnel.
A Customer physically abuses store personnel.

How retailers can help customers comply with the program

rules

Retail owners/managers

Read and sign the WIC retailer contract and make sure you understand the rules.

Make sure employees are trained in Wétailer rules and procedures.

Make sure WIC references are available for checkers.

Make sure WIC foods are available for customers

Make sure all WIC acceptable food items have been labeled with the shelf tags provided to
you by Nevada State WIC.

If a UPCode does not scan and you are sure it is a WIC Approved item, submit the
appropriate form to the State Office (APPENDIX 6).

Pl s

>

Checkers
A Follow the WIGood Instrumentashing procedure.
A Use good customer service techniques with customers.
A Reference youAuthorized WIC Foods card at yoagister.
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WIC Patrticipant Abuse

Although trained in the use of their WIC Food Instruments prior to leaving the WIC clinic, participants may
sometimesF 2 NHS G G KS LINE LISNJ LINEKO SIRENISHEK &l KASIRQRD SdzLo Siil 2NJ/eS2Rdzs
WIC program rules and regulations are followedlthough WIC vendors must occasionally refuse unauthorized
items selected by WIC participants, the vends not expected to take abuse from the participanfll WIC
participants sign a PARTICIPANT RIGHTS AND OBLIGATIONS form detailing their responsibilities and the proper
of their WIC Food Instrumentdn addition, warnings and/or suspensions frdihe program for abuse are used as
incentives for participants to follow the proper procedures.

Complaint forms are availableon our websitefor WIC vendors to use when a WIC participant attempts to violate
WIC Program procedure¥ou can print forms ancead them in, or complete the form on lirend submitit.

We are always available at the state office to take complaints by phon&@0-863-8942.

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 sucd&4€ participants are instructed on which
foods are Wi&pproved and how to us&ood 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 tH€uthorized Foods Listif an item or

brand other than thatwhat is printed on & 2 dAWTHORIZEDL/ Chh5{ ¢ fAad A& LINBaS
item and send the customer back to get the right orileyou 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 Isjpenialas

you may not always sea 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 sleantém 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 customerglC participants may not be discriminated against

0SSOI dza S { K.SMQxNsomers/may riot/be sent to a sped¥C ONL¥heckout If it is the

store policy for supervisors to approve all VIR@d Instrumentsthis must be donevithout creating long

waiting periods or appointing special time periods when WGdInstrumentsmay be used Once your

A02NB 0S02YSa | 2L/ @SYR2NE F 2L/ Odzad2YSNJ Ydzad oS
regular hours Remember that it is estimated th&br each WIC dollar spent, WIC participants will spend

an additional 3 to4 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
alsa We encourage WIC participants to utilize coupovsndor club cardssales and every
availablemeans to reduce food costs so additional participants may be served on the WIC
Program.

RETURNS

WIC foods may not be returnedforcashi A a AYLI2NIFyd G2 NBYSYOSNI G2 4N
as the transactions are completedrhen, if acustomer does attempt to return Wigurchased items,

they may be refusedIn either case, if a return is allowed or refused, please report the incident to the

local WIC clinic for actionlf your store allows returns without the requirement of a saldp aind it is

suspected that the items were purchased with a Wbd Instrument make copies of everything and

send them to the State WIC OfficH it is determined that WIC items were returned, the WIC participant

will be suspended from participation the WIC Program.

CHANGE OF NAME, LOCATION, OR STORE CLOSURE

You must notify the State of Nevada WIC Program in writitnggfe 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:

x The WIC EBT system reduces bookkeeping proceduyesir stores, generates
LI @8YSyid 2F 2L/ GNryalOlAz2ya 6AGKAY Hn
time for WIC transactions at the check stand.

x Participants purchase only WIC authorized faods

x Ensures that foods are not improperly substituted

x Secures transactions

x Single transaction for all items purchased

x  Timely Claims and Sedthents.

x Usage is fast and easy.

x Participants make more trips to the store which equals to an increase in purchases.
x Reduces paper work by eliminating pap@od hstruments
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JPMorgan

WIC EBT Equipment Operations Manual
WIC EBT-ONLY VENDORS

YOUR WICLOCATIONID _
(required when calling the Vendor EBT-Only Equipment Help Desk)
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WIC EBT Equipment Operations Manual

WIC EBT-ONLY VENDORS

WHERE TO CALL FOR HELP

QUESTIONS REGARDING: SEE WIC FACT SHEET:

Offline Voucher authorization.................... Offline Voucher authorization telephone number
Settlement balancing inquiries .. ................. Vendor EBT-Only Equipment Help Desk
Equipment problems .. ........ ... ool Vendor EBT-Only Equipment Help Desk

Offline WIC Vouchers/supplies .. ................. Vendor General Information phane number
Contract iSSUES/CONCAINS. . . . oo o e e Vendor General Information phone number
Training issues/questions .. ..................... Vendor EBT-Only Equipment Help Desk

Return WIC EBT-Only State equipment ... ......... Vendor General Information phone number
Change banking/settlement information........... Vendor General Information phone number

R



WIC EBT Equipment Operations Manual

WIC EBT-ONLY VENDORS
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INTRODUCTION

Welcome to the Women, Infants and Children (WIC)
Electronic Benefits Transfer (EBT) Program.

J.P. Morgan EFS’ EBT program provides WIC benefit
participants an electronic method to access their benefits
through the WIC Transactional Terminal and Point-Of-Sale
(POS) devices by using their WIC EBT cards. Vendors are
still required to accept paper WIC coupons if presented
by the WIC cardholder, although this will become more
infrequent as customers begin using their WIC EBT cards.

Any WIiC-authorized vendor is eligible to participate in the
WIC EBT program. Those vendors using J.P. Morgan EFS-
provided equipment must sign a Vendor Agreement with
J.P. Morgan EFS in addition to any agreements required by
the State.

A WIC EBT program has many benefits to vendors,
cardholders and the government. Some of the advantages
include: cardholder’s WIC benefits are secure and issued
more efficiently; the opportunity for fraud and diversion of
WIC benefits is reduced; and vendors process fewer paper
WIC coupons, saving the vendor time and expense. An
additional benefit for a vendor is that they will receive
their reimbursements/settlement for WIC EBT transactions
within 2 business days.

How J.P. Morgan EFS Will Support the Vendor

J.P. Morgan EFS, as the prime contractor to the State,

will provide the necessary training and assistance to new
and existing WIC vendors on the WIC EBT system. The
Vendor EBT-Only Equipment Help Desk and the Offline
Voucher Authorization phone numbers listed on the WIC
Fact Sheet are available 24 hours a day, 7 days a week to
provide assistance with equipment problems and manual/
offline benefit processing, respectively. Vendors will also
be provided with a Vendor Training Video.

OVERVIEW

This WIC EBT-Only Vendor Manual has been designed to
provide WIC-authorized vendors with all the information
needed to process a WIC EBT transaction. All vendors who
participate in the WIC EBT program and use WIC EBT-
only transaction terminals provided by J.P. Morgan EFS
are required to follow the procedures presented in this
manual.

The WIC EBT-Only equipment consists of a WIC EBT-
Only terminal/printer(s) and a hand-held scanner. The
two pieces of hardware that you will use to process a
WIC EBT transaction are shown below.

WIC Transactional Terminal Bar Code Scanner
Although the WIC EBT program utilizes a magnetic
stripe card similar to a commercial debit or credit card,
the manner in which the transaction occurs has several
differences. The primary difference is the WIC EBT
program is a food item-based program, not dollar-based
as with most POS systems.

To process a WIC EBT transaction, the following sequence
must occur (more detail on transaction processing may be
found in Chapter 4):

« The cardholder shops for WIC food items, referring to
the WIC food card as necessary. Once the cardholder
has finished selecting their items, they proceed to the
check out lane displaying the “WIC Accepted Here" or
“WIC Accepted at This Register” sign.

« Once in the check out lane, the cardholder must
separate their WIC-eligible items from non-WIC-eligible
items. To begin check out, the cashier or the cardholder
(depending on where the POS terminal is located in the
check out lane) selects the “WIC Purchase” function on
the POS terminal.

« The cardholder slides their WIC EBT card through
the slot on the POS terminal. The terminal screen
will prompt the cardholder for their PIN (Personal
Identification Number).

« The cardholder will enter their 4-digit PIN.

« Each WIC food item is then scanned, which allows each
item to go through a series of checks.

* Once all items have been scanned and approved, the
“Total” function is selected on the POS terminal.

« Any cardholder manufacturer/store coupons are
entered.

« Once all manufacturer/store coupons have been
scanned and approved, the “Total” function is selected
on the POS terminal.

« The transaction is complete!
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» After the transaction is completed, the balances on the
J.P. Morgan EFS host computer are updated and the
cardholder’s remaining balance (if any) will be available
for a new transaction (until the benefit expires).

» The vendor will automatically receive their “net”
reimbursement payment electronically within 2 business
days following an approved transaction.

TRANSACTION RECEIPTS

WIC EBT transaction receipts are very important to
cardholders. Receipts let cardholders know what they
have purchased and what their available balance is on
their prescription. Cardholders have been trained to retain
their receipts (which show their remaining WIC food
items) so they can keep track of their WIC benefit account
balance. Cardholders will ONLY receive a receipt for
approved WIC transactions.

SERVICE

Cardholders using WIC EBT cards should receive the same
level and type of service as customers who pay with other
forms of payment, cash, debit, or credit for purchases.

CONFIDENTIALITY

All information about cardholders and WIC EBT
transactions is confidential. Vendors may not give out
information such as WIC EBT card numbers, purchase
amounts, or account balances to anyone not connected
with the administration of the WIC EBT program. Vendor
information will also be treated as confidential.
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WIC EBT PROGRAM POLICIES AND GUIDELINES

The following program policies and guidelines apply to

all vendors who are authorized by the WIC Agency to
participate in the WIC EBT program. WIC EBT makes
processing WIC transactions much easier for vendors. The
WIC Vendor Policies and Guidelines determined by the
WIC Agency and your WIC Contract remain the same with
EBT.

For dlarification or assistance with any of these policies,
please contact your WIC Agency Vendor Management
Office. WIC officials will continue to monitor WIC stores
regularly, including undercover compliance buys, to make
sure that policies and guidelines are being followed.

Any store can be randomly selected at any time for
compliance buys.

WIC-authorized vendors can be prosecuted under federal,
State or local law or all three for program violations.

The State WIC Division has set up a system of penalties
for vendor violations. Such violations could lead to

termination and/or disqualification from the WIC program.

They could also adversely affect your re-application to
your WIC Agency. Refer to the WIC Vendor Sanction
Policy and Guidelines and your WIC Contract.

Vendors must adhere to the guidelines and policies
as documented in this manual and in the WIC Vendor
Agreement with J.P. Morgan EFS.

1. Vendors must retain the WIC EBT program-related
documents such as transaction journal tapes and J.P.
Morgan EFS Offline WIC Vouchers for a period of
six (6) months as is documented in the WIC Vendor
Agreement with J.P. Morgan EFS.

2. Vendors cannot enter a cardholder’s Personal
Identification Number (PIN) for them. Cardholders
must always enter their own PIN. Vendors should
never have possession of a cardholder’s PIN.

3. Avalid card must be presented at the time of purchase
in order for the cardholder to purchase their WIC food
items.

4, After the WIC purchase transaction has been
completed, Vendors must give cardholders a receipt
that reflects the appropriate quantities of WIC food
items purchased. This receipt also lists the remaining
balance in the cardholders account.

5. Vendors must place the EBT window decal in the front
window or on the entrance door to inform cardholders
that they can use their WIC EBT cards at this location.
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6. Vendors must report bank account changes to J.P.
Morgan EFS in writing at least 30 business days prior
to the new account effective date. This will ensure the
timely reimbursement of the WIC related transactions.

7. All WIC EBT purchases are for the exact quantities
of WIC food items and their corresponding dollar
amount. WIC purchases do not allow for cash back or
change to be provided to the cardholder.

8. All Offline WIC Vouchers must be “cleared” through
the POS terminal within the timeframe designated on
your WIC Fact Sheet.

WIC program regulations must continue to be followed

under the WIC Program Policies and Guidelines as

administered by your WIC Agency. The regulations remain
the same whether a vendor accepts paper WIC coupons
or a WIC EBT card. A WIC cardholder will normally
present the WIC EBT card for payment at vendors;
however, there may be some circumstances where
cardholders may need to present paper WIC coupons.

Thus, paper WIC coupons must continue to be accepted

after the WIC EBT program starts. The WIC paper coupon

process will remain as it was prior to EBT.

Purchases made with a WIC EBT card are more
convenient than purchases made with paper WIC
coupons. With the WIC EBT program, the customer’s
WIC benefit account is reduced electronically for the exact
quantities of food purchased. The transaction is quick,
simple and safe for both the vendor and the cardholder.

PERSONAL IDENTIFICATION NUMBER (PIN)

The Personal Identification Number or PIN is a four-digit
secret code used in conjunction with the WIC EBT card
to ensure that only an authorized person accesses the
benefit account.

The correct entry of a PIN at the WIC terminal is
considered the cardholder’s electronic signature;
therefore, no signature is required on the receipt.

The vendor will not be responsible for verifying the
cardholder’s identity or the signature on the back of the
WIC EBT card, as long as the PIN is entered correctly by
the cardholder and accepted by the WIC EBT system.
Thus, the vendor assumes no liability for performing

a WIC EBT transaction as long as the correct PIN

was entered and the WIC EBT system authorizes the
transaction.

If a cardholder enters an incorrect PIN for a specified
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number of consecutive times (see your WIC Fact Sheet
for this number), they will not be able to access their
benefits until after 12:01 a.m. (Eastern Time Zone) of
the next calendar day. This security feature is built into
the EBT system to prevent random PIN attempts on lost
or stolen EBT cards. If this occurs, refer the cardholder
to the toll-free Participant Customer Service number. If
a cardholder’s card is lost, stolen or damaged, please
instruct them to contact their toll-free Participant
Customer Service number identified on the back of their
WIC EBT card or found within their training materials that
were provided at the time they received their WIC EBT
card.

BENEFIT AVAILABILITY

It is important to note that there is no standard issuance
cycle for WIC benefits; benefits are issued all throughout
the month.

MANUFACTURER/STORE COUPONS

Cardholders using their WIC EBT card to purchase items
may continue to use manufacturer/store coupons. When
a cardholder uses “cents-off” coupons, these coupons
should be scanned or keyed into the WIC EBT POS
terminal during the Check Out transaction (see Chapter 4
for more details). When a cardholder uses a “Buy-One,
Get-One” coupon, the cashier should enter only the first
item into the WIC EBT POS terminal; the second/free item
should not be scanned into the WIC system. If the second/
free item is scanned into the WIC EBT POS terminal, the
cardholder’s WIC account will be debited for an item that
the store intended to give the cardholder for free.

[- 48-]



WIC EBT Equipment Operations Manual

WIC EBT-ONLY VENDORS
CHAPTER 2—POINT-OF-SALE (POS) EQUIPMENT

The WIC EBT POS terminal is a powerful, reliable electronic
device that communicates with the terminal processing
vendor to obtain:

« WIC EBT card transaction processing
* Receipt reprints
= Daily reports (up to three days prior)

IMPORTANT POINTS TO REMEMBER

1. Credits or returns cannot be performed. You can
exchange the food item for an identical item if it is
spoiled or past-dated. You cannot credit the WIC EBT
card or provide a cash refund. Follow the WIC Program
Policies and Guidelines, as you did prior to EBT.

2. Occasionally a customer mistakenly will attempt to
use a credit card or a debit card. In this instance,
the terminal will give the cashier an error message
identifying invalid card attempt. Emphasize to cashiers
that only EBT cards can be used on J.P. Morgan EFS-
provided EBT-only equipment.

INSTALLATION SITE REQUIREMENTS
1. Standard dedicated analog telephone line or broadband
connection.

2. Standard U.S. 120V three-pronged electrical outlets.

HELP DESK/EQUIPMENT SERVICE PROGRAM

1. If you experience difficulty with any of your equipment,
you should refer to the Equipment Troubleshooting
Chapter identified in this manual before you call the
Help Desk.

2. If you cannot correct the problem after referring to the
manual, contact the Vendor EBT-Only Help Desk, which
is available 24 hours a day, 7 days a week. See your
enclosed WIC Fact Sheet for the Help Desk toll-free
telephone number.

MAINTENANCE OF THE WIC POS TERMINAL/PRINTER
1. Avoid spilling liquids on the terminal.

2. Use a head cleaner at least once a week or more if
terminal usage is heavy. Dirty card readers are the
cause of fifty percent (50%) of machine downtime.
Please contact your paper supplier to purchase card
reader (head) cleaners.

3. Use a clean coth dampened with water and mild soap
to remove dirt. Do not use liquid or aerosol cleaners
directly on the equipment. NEVER use thinner or any
other solvents to clean equipment because they may
cause plastic parts to deteriorate.

MAINTENANCE OF THE HAND-HELD SCANNER

1. The scanner should always remain connected to the
terminal.
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2. Avoid spilling liquids on the scanner.

3. Use a dean cloth dampened with water and mild soap
to remove dirt. Do not use liquid or aerosol cleaners
directly on the equipment. NEVER use thinner or any
other solvents to clean equipment because they may
cause plastic parts to deteriorate. Do not aim the
scanner’s laser at your eyes.

EQUIPMENT FAILURE PROCEDURE

When equipment is not functioning properly, the vendor
should try to solve the problem by following the suggestions
presented in the Equipment Troubleshooting Chapter. If a
vendor calls the Vendor EBT-Only Equipment Help Desk,
the Vendor Service Representative will ask the vendor a

few questions to try to determine the cause of the problem
and will ask the vendor to perform some troubleshooting
steps. Troubleshooting simply means that the vendor and
the Vendor Service Representative are working together,
over the telephone, in an effort to diagnose an equipment
problem. If the problem cannot be solved over the
telephone, a replacement for the malfunctioning equipment
will be sent via overnight service. J.P. Morgan EFS will

cover shipping charges for the replacement as well as the
defective equipment.

SUPPLIES FOR POS EQUIPMENT

REIMBURSEMENT FOR SUPPLIES

The vendor is responsible for obtaining printer rolls

from their own supplier. Printer tape that is needed for
the POS printer is referred to as standard printer paper
(size 2.25" x 82" or 58mm x 25m). J.P. Morgan EFS will
reimburse each vendor for these WIC EBT program related
supplies based on the volume of transactions performed.
The reimbursements will automatically be electronically
deposited in the vendor’s bank account. Vendors will need
to obtain supplies from a commercial vendor.

ORDERING OFFLINE WIC VOUCHERS
Vendors can order J.P. Morgan EFS Offline WIC Vouchers

by calling the toll-free Vendor General Information phone
number.

DENIED TRANSACTIONS

A receipt will only print for approved transactions. If a
transaction cannot be approved, a denial message will be
displayed on the terminal screen.

Common reasons why a transaction or food item may be
denied include:

« Invalid Card

« WIC Item Not Available

= Invalid Food ltem
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