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Trouble-shooting participants’ shopping challenges with tips for resolving & preventing them!
Why can’t I get this food?
What food item are they attempting to purchase?
· Is the food item in their current balance?
· Were they issued this food item?  Check Benefits History.
· Did they already purchase the food item for this month?  Check EBT Transaction History.
· Is their current balance too low? Check Account Balance.
· Example:  Attempting to buy 32 oz cereal when they only have 28 oz left.
· Inform participant where they can find their current balance:  the App, their last store receipt, requesting the store run a Balance Inquiry, calling the Customer Service line, or using the Web Portal
· Are they attempting to buy a food that is not WIC-allowed?  
· With paper benefits, the participant may have been getting a food item, even though it was not WIC-allowed, because the store may have substituted or given it in error.  With eWIC, foods that are not WIC-allowed cannot be purchased or overridden at the store.  If it is not WIC-allowed, participants will not be able to use their WIC card to buy the food item.  Example: trying to buy 14 oz bread instead of 16 oz.
· Are they attempting to purchase a different kind of formula than was issued?  
· Example:  Are they attempting to buy PediaSure with Fiber instead of PediaSure?
Are they registered for the App?
· If not registered for the App, encourage them to register for the App so they can scan each item when shopping to determine if a food item is WIC-allowed and available to buy with their benefits.  They will need to enter the HH ID # and the last 10 digits from the front of their WIC Card to register.
· If unable to use App, remind them to use Shopping Guide for WIC-allowed foods and Shopping List, last receipt, balance inquiry, etc. to ensure they can buy with their WIC Card
· If registered for the App, the participant can scan a food item and receive a message indicating one of the following 
· Green – WIC-Allowed and have enough left in current food benefits 
· If not allowed at the cash register, complete eWIC Transaction Form (see link on next page)
· Red – Not WIC-Allowed
· Yellow – WIC-Allowed BUT check amount left in F/V balance
· Orange – WIC-Allowed BUT not enough left in current food benefits  (balance too low)
· Dark Orange – WIC-Allowed BUT not in current food benefits (not issued)
These messages are pictured on My Minnesota WIC App brochure

The formula I was just issued isn’t working for my baby…
Was the correct formula issued to the card?
· Check Benefits History to see which formula was issued.  
Did they change their mind and want a different type of formula?
· CPAs can evaluate the need for a formula change and make the change over the phone. 
· Always encourage participants to only purchase one can of formula when trying a new formula.  This will enable the CPA to make a formula change over the phone rather than the participant having to come to exchange cans of purchased formula.
My card isn’t working at the store…
Where are they shopping?
· Is the store eWIC-ready?  Refer to the eWIC-Ready Stores Infoview report.
· Are they attempting to purchase a medical formula?  Currently, Walgreens is not eWIC-ready.
Are they attempting to use self-checkout?
· Currently, self-checkout does not support eWIC.
What is the First Date to Use of their benefits’ cycle?
· Verify First Date to Use in Benefits History. Inform participants when their First Date to Use is.
· Inform participants where they can see their First Date to Use:  
· The My MN WIC App >> Benefits button >> Current Benefits button
· Displays “No Benefits”  then no current benefits
· Future Benefits button to see First Date to Use of their next set or if “No Benefits” displays they do not have any future benefits issued to their WIC Card at this time
· Displays benefits  current available benefits display along with Last Date to Use
· Shopping List printed at clinic
· Customer Service at 1-833-566-5248 or the Web Portal at wiccard.mn.gov.  
Did they set their PIN before leaving the WIC Clinic?  
· If their PIN wasn’t set, they can call Customer Service at 1-833-566-5248 or use the Web Portal at wiccard.mn.gov.  
Did they forget their PIN?
· If the participant doesn’t remember their PIN, they can call the Customer Service line to change their PIN.  They will need the Primary Cardholder’s date of birth and the zip code for the mailing address.  Verify these in the EBT Household Demographics screen.
· NOTE:  When deactivating and replacing a WIC Card, the PIN automatically transfers to the new WIC Card.  If a participant forgets their PIN, replacing the card will not resolve this issue.
· If their PIN is locked because of too many incorrect attempts (4 attempts)…
· If the participant thinks they know their PIN, the CPA can unlock the PIN by clicking the Reset Bad PIN Count button in the EBT Household Demographics screen.
· If the participant doesn’t know their PIN, they can call the Customer Service line to change their PIN.  They will need the Primary Cardholder’s date of birth and the zip code for the mailing address.  Verify these in the EBT Household Demographics screen.
Why can’t I get this fruit/vegetable?
What fruit/vegetables are they attempting to purchase?
· All fresh F/V, without any added ingredients, are WIC-allowed.  
· Where are they shopping?  Integrated stores must add fresh F/V items with a bar code/UPC code (i.e. container of cut-up fruits, cartons of blueberries, etc.) to their computer system.  If they miss adding an item, it will not scan correctly.
· Encourage participant to speak with store supervisor/manager to add item to store’s system (won’t be able to buy that day) or complete eWIC Transaction Form
· Encourage participants to buy bulk fresh produce and bag it themselves or choose frozen F/V - since these will be in the Approved Product List; 
· If an item doesn’t scan and participant doesn’t want to buy with another form of payment, they should decline transaction at confirmation step and ask cashier to remove the F/V	
Other Common/General Transaction Issues at Stores
Did the participant have to pay for something they thought WIC would cover?
· Educate participant about “confirmation step” that occurs with every WIC Card purchase, either printed on a receipt or displayed on PIN pad.  Review the items purchased by WIC.
· Selecting “Yes” allows transaction to proceed and indicates the participant agrees to pay any remaining balance.
· Once a participant pays for items not covered by WIC, and the transaction is closed, nothing can be done to reverse the charges. 
· If participant can provided receipt(s), brand, size, UPC code and/or picture of product(s) not covered, State can explore why not allowed as WIC item for purchase – submit the eWIC Transaction Form
· Inform participant they can decline the transaction by selecting “No” and can ask cashier to remove any items.
Was the participant unable to use all of their cash-value benefits (CVBs) balance to buy F/V?
Added 6.26.19
· CVBs for infants can only be used to buy FRESH F/V while CVBs for women and children can buy fresh or FROZEN F/V.  These two types of CVBs display as separate lines in the aggregated totals on the Shopping List, Account Balance, and in the MY MN WIC App.  If a household tries to purchase more FROZEN F/V than is allowed in the total (or remaining) CVB for women and/or children, the system will require the remaining balance be paid with another form of payment.
Was the WIC Card declined for “insufficient balance”?
· This will display if there are no WIC-allowed items, benefits have expired, all benefits have been used or benefits were removed from the card.  Verify LDTU, run Account Balance, check Benefits History and/or EBT Transaction History. If participant has available food benefits, submit eWIC Transaction Form.
Was the card reader unable to read the WIC Card (after several attempts)?
· WIC Card may be demagnetized or damaged.  Deactivate and replace WIC Card.
Were food items removed from the WIC Card and not received?  This occurs on rare occasions.
· Store may have had system glitch, or cashier may have incorrectly handled (or canceled) transaction.  Check EBT Transaction History and determine which foods were inappropriately deducted from WIC Card and the participant didn’t receive.  If appears to be an error, complete eWIC Transaction Form explaining what happened.  Please note that after research, if the State determines adjustment of the benefits is to be made, it may require several days to complete.  If the LDTU is within a few days, the adjustments may not be completed before the benefits expire.  Expired benefits cannot be adjusted.
Why did I have to do two transactions for my WIC purchase?
Added 4.9.19
There is a transaction limit of 50 items when purchasing foods with the WIC Card.  In general, this number won’t be exceeded but it can occur if the cashier scans each item individually instead of scanning one item and entering a quantity (especially if scanning each individual container of infant fruits/vegetables).
If the transaction exceeds 50 items, the cashier will receive a message indicating that the maximum number of unique WIC items was exceeded.  The cashier can then remove however many food items they need to in order to have 50 items or less. Their system will require the participant to swipe their WIC Card again and re-enter their PIN. 
You can help reduce the likelihood of this occurring by reminding participants that one of the benefits of the WIC Card is that they don’t have to purchase everything at one time, like they did when all the infant foods were listed on one paper benefit.  They can buy only what they need at that time.
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If you are unable to address a participant’s issue after:
· Using this document to help trouble-shoot;
· Reviewing the participant’s EBT Transaction History screen; and/or
· Using the most current Approved Product List (APL) to verify food items
Call the MN Help Desk (1.800.488.8799; press 2, 2). The MN Help Desk should always be your first call for additional help with any HuBERT and/or participant food benefit-related questions.  The MN Help Desk provides immediate assistance and is available 7AM to 7PM M-F.
If the MN Help Desk is unable to resolve the issue, they will let you know if it is appropriate to complete and submit the eWIC Transaction Issue Form to the State Office.  Please note that forms submitted to the State Office can take up to 3-5 business days to address and the Local Agency will be responsible for any additional communication with the participant when, or if, needed.
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