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Greetings WIC Trainer and welcome to the Virginia WIC Program Trainer’s
Resource Guide which has been designed for your use as a training tool to
accompany the 2008 WIC Cashier Training Video.

This guide has been developed to assist you in training your employees and
associates on how to successfully accept WIC Food Instruments (FI's). Itis
expected that your training will be an in depth training on your store’s specific
procedures/policies as they relate to the WIC Program'’s policies and procedures.

The training video is broken up into five segments; each segment addresses a
different aspect of the WIC Program. The five segments are:

Understanding the WIC Customer
Handling the WIC Transaction
Delivering Good Customer Service
Ensuring the Program’s Integrity
Review

These five segments are designed to compliment each other. Ideally, the
segments should be shown and reviewed in sequence.

As your employees watch each segment, use the breaks in between the modules
to discuss key learning topics as outlined in this guide.

Activities to help facilitate discussion have been provided, as well as brief review
quizzes. As trainers, the WIC Program recognizes that you have your own
innovative techniques that will compliment this training to assure that after your
training session, cashiers will feel confident in their ability to successfully accept

WIC food instruments.
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Along with this guide, you will also need the following:

2008 “WIC Cashier Training” video/DVD

Cashier’s Training Guide Booklet

WIC Approved Food Lists

How to Accept a WIC Food Instrument reference cards
WIC Quick Cashier Tips tip cards

Suggested training materials:

Pens and Pencils

Blank writing paper

Copies of the above materials for each attendee

Copies of the quiz and activity worksheets provided in this guide

Easel to note questions to be addressed later and benefits and concerns of
attendees
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Helpful Hints and Tips:

Expand upon the type of scenarios or situations included in this guide. Make sure
you include any unique administrative policies and procedures that affect your
cashiers in the training provided. At a minimum, it may prove helpful to cover the
following issues:

Review your store’s administrative procedures for when cashiers are
found to be non-compliant with WIC procedures. For instance, when an
“undercover” compliance investigation is conducted and violations are
documented, what actions will be taken against the cashier, if applicable?

What is your store’s policy when cashiers incorrectly accept an FI which
means the store will not get paid, i.e., accepting Fl out of date, failure to
get a signature, using a pencil for signatures/totals, etc?

What should cashiers do if an item is on the WIC approved food list, yet
does not scan as acceptable by the register?

What should a cashier do if an item is mistakenly flagged as “WIC
approved” in your system? Who should be told of this error?

If a cashier makes a mistake and needs management assistance, how
can this assistance be requested without causing embarrassment to the
customer?

What if a WIC customer presents an out of state WIC check?

What should the cashier do if a WIC customer attempts to return formula
and claims that when the purchase was made, the cashier allowed a
formula other than what was prescribed on the food instrument?

Note below other WIC procedures unique to your store that you need to
cover:
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After viewing this module, the employee should be able to:

1. Define the WIC program.

2. Describe who would participate in WIC.

3. Identify some barriers for WIC transactions.
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1. Who are the people who participate in the WIC Program?

2. If a WIC customer tries to purchase a non-approved item, it is most likely

because they are trying to abuse the WIC Program.

True? or False?

3. Al WIC customers are fluent in English.

True? or False?

4. How should you always greet any WIC customer?

5. Some WIC customers may feel embarrassed about being a part of the WIC

Program and sometimes appear to be defensive or difficult?

True? or False?
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1. All kinds, mothers, fathers, grandparents, caretakers, guardians.

2. False

3. False

4. With a Smile

5. True
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1. Have everyone in the training session discuss several ways that they can
help a WIC customer feel more at ease when making their purchases.

2. Have everyone give a reason why WIC customers should be treated the

same as other customers.

3. If any of your training attendees have worked with WIC transactions in the
past, have them discuss their experiences and share any suggestions for

handling difficult situations.

4. Write down a negative cashier response to a customer. Have each cashier
reword the response into a positive, helpful suggestion.
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After viewing this module, the employee should be able to:
1. Process a WIC transaction correctly.
2. ldentify four specific steps associated with processing an Fl.

3. Describe the administrative procedures associated with accepting coupons
and customer loyalty cards.



Virginia’'s 2008 WIC Trainer’ s Resource Guide

1. What is the first thing you need to see before starting a WIC transaction?

2. What is the first thing you should look for when the WIC customer hands
you their FI?

3. You should complete one Fl transaction before ringing up another FI?

4. What should you do if the person hands you all three FI's for the 31 cans of

formula, still linked together?

5. Sales tax is not charged on WIC purchases?

True? or False?

6. WIC Food Instruments must be filled out with either or
ink. (fill in the blank)

10
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1. Virginia WIC ID Folder

2. Date

3. True

4. Separate the FI's, complete one FI transaction at a time.

5. True

6. Blue or Black Ink Pen

11
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1. Role play a scenario in which a WIC customer is ready to check out with
their groceries. Have the cashiers practice the motions discussed in the
video from seeing the WIC folder all the way through to giving the customer

their receipt.

2. After each role playing scenario, have the training attendees identify ways

the transaction was handled correctly and ways it was not.

3. Some WIC customers may try to purchase unapproved products with their
WIC FI's. Have the cashiers practice ways to deny the attempted

purchase while still being courteous and friendly.

4. Have each cashier name an item that may be commonly mistaken for a

WIC approved item.
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After viewing this module, the employee should be able to:
1. Identify two behaviors that demonstrate good customer service.

2. Demonstrate a helpful manner to correct mistakes made by customers.

13
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1. What are examples of negative, unacceptable, body language?

2. If a WIC customer leaves their folder at your register, what should you do

with it?

3. Always tell the customer what they do not what they . (Fill
in the blanks)

4. If a WIC customer has picked up the wrong food item because they did not

understand which foods were approved, it is ok to be upset with them.

True? or False?

5. WIC customers will only purchase WIC items and should not be treated like

regular customers.

True? or False?

14
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1. Rolling of eyes, sighing, a look of disgust.

2. Give to management for mailing back to local agency.

3. Can Cannot

4. False

5. False

15
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1. Role play a scenario in which a WIC customer has selected a food that
does not correspond to what is on their Fl. Have your cashiers practice
different ways of telling the WIC customer what they can purchase using

the “Tell your customer what they can do, not what they can’t do” ideal.

2. Have your cashiers identify creative ways to help customers identify
allowable foods. Remember, some customers may not speak or

understand English well so you will have to be patient.

3. Have your cashiers role play a purchasing scenario, have them exemplify
good body language versus bad body language.

4. During the role playing scenario, have the watching cashiers identify the
good and bad body language cues by shouting Hooray or Boo. Each time
Boos are heard from the crowd, ask someone to show how to improve the
bad body language.

16
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After viewing this module, the employee should be able to:

1 Demonstrate how to properly handle some common errors that WIC
customers make in WIC transactions.

2 Describe how to correctly respond if a WIC customer wants a rain
check, wants an exchange, or requests a refund on WIC foods.

3 Identify situations during a WIC transaction where they would need
to call their manager.

4 Demonstrate how to correct the total on a WIC FI.

17
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1. WIC formula must meet the exact size, type and quantity listed on the FI.

True? or False?

2. If the purchase amount for a single FI exceeds $125 what should you do?

3. ltis ok to exchange infant formula for money?

True? or False?

4. If your store does not have the quantity of the brand of infant formula listed

on the Fl in stock, what must the WIC customer do?

5. The total must always be entered before the customer signs the FI.

True? or False?

6. What should the cashier do if the customer has signed the FI before the

amount has been entered?

18
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1. True

2. Do not accept the FI. What is your store policy for cashier’s to seek
assistance?

3. False

4 Kindly advise customer to go to another WIC authorized store.

5 True

6 Enter the total and ask the customer to sign the FI again to left of first
signature.

19
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1. Role play a scenario in which a WIC customer has become angry because
she cannot purchase the cheese that she wants with her FI. Have your
cashiers demonstrate the proper way to handle the situation without getting

upset or losing sight of continued good customer service.

2. Go around the room and have each cashier name an item from the
approved food list so that they can begin to familiarize themselves with

acceptable WIC products.

3. Write a variety of WIC approved and non-approved foods on note cards
and simulate a WIC purchase incorporating one or more non-approved
foods into the stack of approved purchases to develop recognition of non-

approved foods.

4. Have each cashier name one thing to remember when conducting a WIC

transaction.

20
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After viewing this module, the employee should be able to:
1. Demonstrate how to treat a WIC customer with respect.

2. Summarize a WIC transaction from start to finish.

21
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1. Discuss your store’s policies and expectations on good customer service to
all customers. Emphasize that WIC customers are not different from any

other customer, only the method of payment differs.

2. Have each cashier write down a problem they might have encountered
during a WIC transaction. Enact each problem. Have one cashier play the
WIC customer and the other play the cashier. Have them navigate through
the trouble spot and come to a resolution. Example scenarios might include
a customer trying to exchange formula or a customer who speaks only a

little English and who is buying too many ounces of cereal.

3. Have each cashier walk through an entire WIC transaction with another
cashier as the WIC customer. Have each “WIC customer” come up with a
guestion or problem they may have had while shopping. Have the cashier
solve the problem. Ask the group if the cashier handled the problem

properly.

4. Have two cashier do a role play in which the customer does not separate
their WIC purchases and hands all of the FI's to the cashier. All of the milk
for the three separate FI's is together, all of the cereal, juice, etc. How

would the cashier’s handle this situation?

5 Have cashier conduct different role play scenarios on how to show

exceptional customer service.

22
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In Accordance with Federal law and U.S. Department of Agriculture (USDA) policy, this
institution is prohibited from discriminating on the basis of race, color, national origin,
sex, age, disability or retaliation.

In you require this information in alternative format (Braille, large print, audiotape, etc.),
contact the USDA’s TARGET Center at (202 720-2600 (Voice or TDD).

If you require information about this program, activity or facility in a language other than
English contact the USDA agency responsible for the program or activity, or any USDA
office.

To fileacomplaint alleging discrimination, write USDA, Director, Office of Civil Rights,
1400 Independence Avenue SW, Washington, DC 20250-9410 or call, toll free, (866)
632-9992 (Voice). TDD users can contact USDA through local relay or the Federal Relay
at (800) 877-8339 (TDD) or (866) 377-8642 (relay voice users). USDA isan equal
opportunity provider and employer.
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Division of WIC/Community Nutrition Services
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