COMPLAINTS ABOUT VENDORS
Complaint Issue:

This portion should be completed by the participant with some guidance from the Local WIC Provider (LWP).  It is important to ask the participant enough questions to clarify what the participant is trying to say.  It is also helpful if the family can identify the name, physical description, gender or position (manager or cashier) of the store employee(s) involved. 

If the complaint is about rudeness what specifically did the cashier/manager say?  Only stating that they were rude does not provide the state WIC office with enough details.
If the store did not have enough formula in stock: Was the family offered or did they ask for a Partial Formula Redemption form?  If not, please state the form was not offered.
If the store had the formula but the family didn’t receive all of it:  What was the quantity and specific type of formula on the check?  What did they receive (quantity and type of formula) and why were they shorted? Did the cost of the formula exceed the maximum sale amount on the check?  Did the family receive the wrong formula?  Use of a Partial Formula Redemption form would not be appropriate in this instance.  If the state is contacted immediately sometimes we can contact the store and they will provide the formula that the family was shorted.  We need the complaint form completed accurately and swiftly within 1-2 days from the time the family was at the store. 

If the store refused to sell the family a food item, make sure what they were trying to purchase to ensure the item was WIC approved and authorized on the check they were trying to use.  If it wasn’t WIC approved, there is no need to send in a complaint.  If possible the UPC or PLU (on fresh fruits and vegetables) number is helpful, but not necessary. 
LWP Coordinator or Representative Area:

Please make sure you provide the store name, street address, and city.  The participant’s name on the check and the state WIC ID number is a must.  Please be specific about the foods involved (not just bagged apples but the brand and variety they tried to purchase).  
Date of Incident: Try to get a recent or the specific date the situation happened.  Please do not use “ongoing” if you have submitted prior complaints.  The state office will have the complaints documented if they were legitimate with enough specifics.  If you didn’t submit prior complaints to the state office about the store regarding the issue that is occurring, stating that it is “ongoing” isn’t appropriate.  Please provide the most recent last date the issue occurred.

LWP Comments/Action Taken:  This is where you can clarify anything that was not made clear in the participant’s statement.  You can also report any training the participant received with regard to the issue.  This is also where you report your conversation with the vendor.  Please provide the name and title (if available) of who you spoke with at the store.

Did you call the vendor and request them to fax you a Partial Formula Redemption form because they didn’t give the participant one when the family was at the store?   The sooner this is done the better.  
Did you call the store to tell them the food item is approved or ask them about being short on specific foods?  Please be specific on the food items involved so we can follow up if needed.  
Will the vendor not allow the family to pay the overage on a Fruit and Vegetable (CVV) check?  Did you call to ask if the store’s scanner is capable and/or did they give any explanation why the family was not allowed to pay the overage?  It’s important that you have good communication with the vendors in your area.
LWP Representative Name, Direct Phone Number, LWP Name and County:   Please include this information on the form.  If the fax cover sheet is separated from the form it can delay the state WIC office’s ability to contact you to get further clarification when needed.
Try to read what you are submitting to see if you would understand the situation had you not just talked with the participant.  Clear and complete information is important so that the state office is able to follow up based on the information with a possible violation or resolution. 

