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What if only a portion of the total Cash Value or Fruit and Vegetable Benefit (FVB) is put through the system?
The FVB does not need to be spent in one transaction. The benefit balance will remain on the WIC Card. 
What if the participant tries to purchase a type of milk, which is different from the type of milk they’ve been issued (ex. a participant was issued 1% milk, but tries to buy 2%)?
The transaction will only be approved for the type of milk issued. The participant will need to select the type of milk issued, pay with a different tender type, or remove the milk from the transaction. 
To help the participant, remind them that the most recent receipt or balance inquiry will identify the type of milk allowed.
Will the dates of participant’s benefits vary?
Yes, benefits are issued according to the date the participant has an appointment at the local WIC program.
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How will balance inquiries be done?
Balance inquiries can be run on any machine, but participants will be encouraged to go to customer service desk at large chain stores or at the WIC POS terminal at a store using a stand-beside system to print a balance inquiry. The benefits will be listed on the receipt. 
The WIC program will also print a shopping list for the participant that will have the full description of the benefits.
For the balance inquiry, will participants need their PIN?
Yes, participants will need to enter their PIN.   
Will there be a ‘1-800’ number for participants to get balance inquiries?
No, as stated above, participants will have the option of printing a balance inquiry at the customer service desk at a large chain store or at the WIC POS terminal for stores using a stand-beside system.
What happens if a participant has an issue with the balance quantity once printed?
If an issue arises with regard to the printed balance, a participant should be referred to their local WIC program.
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Can you tell us more about the Approved Product List (APL) file?
The APL file is an electronic file identifying food items approved by WIC for purchase. The APL is created from EANs/UPCs/PLUs and maintained by the MA WIC Program, and made available to retailers for download to their systems.   
The APL file is the key to making the WIC Card process work. The APL file is an SFTP file. The APL is a full file, which is uploaded at 2am daily. This is not a maintenance file that’s uploaded daily. The file size is about 3MB.
Changes to APL will be posted to the MA WIC Program website (mass.gov/WIC) monthly. 
Will the APL need to be downloaded daily at every terminal?
The APL must be downloaded daily. In most cases for integrated systems, the download will not be required at every register depending on the store configuration. The stand- beside terminals require the APL be downloaded at each terminal.
Is the price adjustment in the APL?
No, the price adjustment does not exist in the APL, this process happens at the processor level.    In integrated systems, the adjustment is in a report from the processor, but not at the cashier level. For stand-beside systems, the adjustment is shown on the vendor’s receipt. 
When will the test APL become available? 
The test APL is now available. The production APL will be available on June 1, 2014.  
How is Not to Exceed (NTE) pricing handled? How does that show up in the APL?
The NTE is not published or available through the APL.  
Do the Universal Product Codes (UPC) include a check digit?	
Yes, the 12 digit UPCs that are in the APL will have a check digit. The final digit of the UPC is a check digit, which verifies the accuracy of the UPC format. The 13 digit, EAN format will also be supported in the APL. This format includes a check digit. 
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What is the WIC return policy?
Vendors may not provide refunds or allow exchanges for authorized WIC foods except for exchanges of an identical WIC food when the original WIC food is defective, spoiled, or has exceeded its “sell by” or “best if used by”, or other date limiting the sale or use of the food item. 
An identical authorized WIC food means the exact brand and size as the original WIC food obtained and returned by the participants.
Can you return benefits to the card?
No, benefits cannot be returned to the WIC Card.
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Will there be Customer Service during rollout?
	There will be 3 customer service desks for WIC Card support:
1. Vendor questions: WIC vendors should contact the state vendor hotline at 1-800-552-9425 for WIC vendor related questions. 
2. Vendors with stand-beside device questions: Vendors using a stand-beside device may contact FIS for any issues regarding their system. The FIS helpline is 1-866-265-3299. 
3. Participant questions: WIC participants will be directed to the number on the back of the WIC Card, 1-800-396-8038 for participant related questions. The hours are currently 7:30 am to 5:00 pm, Monday through Friday. 
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What if the magnetic stripe is not working?
The cashier/clerk can manually enter the WIC Card numbers. The WIC Card must be present to enter the WIC Card number. 
There will not be an Interactive Voice Response (IVR) system.
Where can participants get a replacement WIC Card?
WIC Card replacements are only issued at WIC programs. 
What is MA WIC’s policy for manual card number entry?
MA WIC does not encourage manual entry. There are a few scenarios when the card number can be entered by the cashier, but it is important to note that the card must be present. If the card has been demagnetized, the cashier can type in the card number. If the participant needs a new card, they must visit a WIC program. 
If the card reader is not working, this is a larger system issue. If using a stand-beside device, call the FIS hotline. If using an integrated system, get in touch with the store IT department. 
What happens if the system goes down?
If the WIC Card processor goes down, the backup system will take over.  When the store’s POS system goes down, the store will not be able to process WIC transactions. 
What happens if a WIC participant forgets their PIN?
If a participant forgets their PIN, they may call their local WIC program for assistance.
How many chances will a participant get to enter their PIN before system locks out?
A participant has three attempts to enter their PIN before the system locks out. 
Can purchases for the entire family be done at the same time?
Yes, the WIC Card will aggregate the benefits of an entire household.  
Will participant know when to swipe their WIC Card?
Just as cashiers do with any card transaction, cashiers should tell WIC participants when to swipe their WIC Card through the POS device. 
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Will the cashier be able to override an item that is not in the APL?
In the WIC Card system, stores will not be able to override the system if the item is not in the APL. 
How can new WIC approved items be added to the Approved Products List (APL)?
A “Request to Add UPC Form” is available in the retailer section of the MA WIC program website: www.mass.gov/wic.
What if a participant sends someone else to the store with their card and PIN?
Participants will have the choice to have someone else to shop for them if they wish. They will be instructed to provide the shopper with their WIC account balance receipt and approved food guide.
Does the participant need an ID?
No, WIC customers will enter their PIN as identification.
How frequently will the participant receive a shopping list?
Participants will receive the ‘shopping list’ during their appointment at their local WIC program. 
What happens if a participant says their WIC Card was stolen?
If a participant’s WIC Card is a card stolen, they should call their local WIC program as soon as possible for assistance.
Will the WIC Card work in a self-checkout lane?
Yes, the WIC Card will work in a self-checkout lane.  MA WIC will not require self-checkout registers to process the WIC Card. This will be a store option.
If the store is missing a product can the participant come back at a later time to make the purchase?
Yes, the WIC Card allows participants to make individual purchases at any given time throughout their benefit period.
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Will the APL know which product is the least expensive?
No, the price is not attached to the APL. The APL only has the list of UPCs that are approved. The WIC program will continue to educate the participants to buy least expensive. 
Stores should identify the required least expensive items by using the WIC labels. 
Has there been a “least expensive brand decision”?
Yes.  WIC is going to continue to require participants to buy the least expensive milk.
There will be a change in policy for juice and cheese. WIC participants will no longer have to buy store brand juice and cheese. These changes will become effective in July 1, 2014.  
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What happens when a fruit or vegetable item is marked down?
If the food is purchased with a participant’s WIC FVB, enter the marked-down price. 
Coupons are taken into account for all items?
Yes. Coupons should be scanned before the WIC Card is swiped for integrated systems. The stand-beside user’s manual explains how to use coupons.  




How does a buy-one, get-one-free coupon work? 
	For stand-beside devices, scan the first item, but do not scan the second item. 
For integrated, scan both, scan the coupon, and then send the transaction. This is really dependent on how the integrated system is built. 
Does a WIC customer pay tax on their purchase?
	No, there is no tax on food in MA. 
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How is the participant being trained?
The WIC local programs will be training the participants. Informational videos and materials have been produced for participants. 
How will store personnel be trained to use the WIC Card system?
WIC will provide guidance to stores with regard to processing the WIC Card, however, the store is responsible for training their staff.  
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What are the other states that use comparable WIC Card systems?
The WIC Card system has been rolled out in KY, FL, & WV and will be rolled out in MA & ME.
Will the system work offline?
No.
When will the vendors get a merchant ID?
Vendors will receive their RX9 number during the certification process.  Please remember, this is not the WIC vendor ID.
How many messages are sent between the POS and the WIC Card System?
There are 2 messages—the first message is to get the balance and the transaction amount. There is no “hold” on the account when this message is sent, only the balance information is being pulled down. The second message sends the food items that have been purchased to count against the benefits the participant has been issued. 
Is there a security concern? Why allow a new system in? 
No, the retailer will still be using the same processor (ex. World Pay) to process WIC Card transactions, similar to other electronic transactions. The WIC Card only facilitates access to the participant’s WIC account to determine available benefits. 


Can you explain the Merchant ID?
	There are 3 numbers used to identify merchants: 
1. FIS assigns a Merchant ID 
2. Third-party processor assigns an X9 number to merchants
3. MA WIC continues to use a WIC Vendor ID 

When will test cards be available?
Test cards are available now.  Please contact Jim Chilcoat for test cards (jim.chilcoat@cdpehs.com).
Which process will be used File Transfer Protocol (FTP), or Secure File Transfer Protocol (SFTP)?
The SFTP will be used. 
When doing Price Look-up Code (PLUs) and UPCs, will MA WIC be doing mapping?
For integrated systems, both specific and generic UPC mapping will be accepted.  For stand-beside devices, only the generic PLU (4469) is accepted.
How many WIC Card BIN numbers will the state have?
	Just one: 610320.
What type of certification is required?
The USDA requires all 3 levels of certification. If you have an integrated that has already been approved for level 1 & 2 certification, you will not need to repeat those certifications. The level 3 certification, which consists of a card transaction or balance inquiry, is required for each store location to verify proper installation. 
Does the transaction get accepted after the POS matches the benefits or after transaction has been approved for payment?
When the WIC Card is swiped and the PIN is entered, the benefits are pulled down and stored. As the items are purchased, the benefits are removed. When the transaction is accepted, the information is sent back to WIC Direct and the benefits are removed. The receipt will show the remaining balance of benefits. 
What about testing for what happens in line?
Level I and Level II certification is where these issues are tested.
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Will WIC items need to be separated when using a stand-beside terminal?
When using a stand-beside terminal, WIC purchases must be processed separately from items purchased with another tender.
What is the cost for a second terminal?
There will be a onetime $120 installation fee per terminal and a monthly $100 fee per terminal (one (1)-year minimum commitment).
Will the stand-beside terminal work with a phone line/dial up internet?
Yes, the terminal will work with either type of connection.
Is the dual entry the only way to process a WIC transaction with a stand-beside terminal?
When using a stand-beside terminal, a dual entry is required during the WIC transaction.
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In the pilot area, are you going to restrict the participants to shop only in the pilot area?
One of the reasons WIC chose the Berkshires for the pilot area is because most participants shop in the Berkshires. There is very little migration. If a store is not in the pilot area, but WIC Card certified, the WIC Card can be processed.
Does the customer have to personally acknowledge the transaction or can the cashier hand the customer a slip and finalize the transaction verbally?
The regulations say that the WIC participant must be given the opportunity to authorize the transaction. So yes, a transaction needs to be authorized either by a “yes” on the card device or verbally. 
Can WIC Cards from Massachusetts be used in other states?
No.
How many cards will be issued per household?
One card will be issued per household.
If a retailers’ bank account information has changed will the update need to be communicated to WIC or FIS?
For retailers using a stand-beside terminal, FIS will be capturing the banking information. Retailers using an integrated system will need to contact their processor.
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