
LARC Refresher Training 
Webinar - ENCORE 

June 29, 2016 

9:30 am – 11:30 am 
 

Conference Call #: 877-820-7831 

Passcode: 381274# 



Overview 

1) Resources 
•  Program Materials  
• WIC’S WORLD 
•  Compass Reports 
•  MJ & other State staff 
 

2) Store Responsibilities 
•  Training 
•  Keep manual 
•  How to order materials 
•  Shelf tags 

 
 

3) Resolving Issues 
•  Complaints 
•  What did the store manager say? 

4) Monitoring Visits & Reports 
•  Step-by-step on how to a visit 
•  Scheduling-TIPS! 
•  Benefits of WIC for retailers & 
clients 
•  Issues 

 
5) Compass 

• Using /Navigating  
• Reports 
• Updating Information in Compass 
•  How will life change with eWIC? 



What do I need to be good at 
my job? 

 
 

 

HOW TO GO FROM GOOD TO 
 

1) Know what the job is/does/entails  

2) Know what tasks/duties need to be done 

3) Know how to do what needs to be done well, even great! 
 

 

Any other ideas/points to consider/missing? 

 



Resources 
1. Retailer Handbook 
2. CO WIC Program Manual 
3. WIC’S WORLD 
4. Compass Reports 
5. MJ , Peg (materials), Katie Roby (check questions) 
6. Website:  www.coloradowic.com 
7. LARC Quarterly Call 
   

 

 

http://www.coloradowic.com/


Store Responsibilities 

• Training 

• Knowing the violations, the foods, why 
checks get rejected 

• Buttons to push on cash register (POS)-
eWIC prep 

• DVD or chain’s training intranet 

• Keep Manual 

• WIC’S WORLD- USE IT LARC! 

• 2 Issues so far in 2016 

• State keeps copies of 
agreement 

• Shelf Tags 

• Safeway/Albertsons 

• Walmart  

• Love takes time . . . 

 

• Shelf Prices- state must 
receive every 6 months 

• Minimum Stocking 
Requirements 

• How to order materials 



Local Agency Retailer Coordinator (LARC) 
Responsibilities 

State Retailer 
Coordinator 
Responsibilities (MJ) 

 
Complaints 

•Initial & day-to-day routine complaints are resolved &documented in 

retailer  &/or participant file 

•Ongoing or serious violations should be reported to MJ 

•All Civil Rights complaints must be documented &forwarded to MJ 

 

•Coordinate the handling & 

documentation of  

retailer/participant complaints 

 

•Initiate undercover investigation to 

detect non-compliance with Program 

policies &procedures 
 
Issues/ 
Sanctions 

•Local Agency is responsible for counseling, giving warnings or disqualifying 
abusive participants 

•Contact Store- Talk to the manager 

•Resolve & document OR send Problem Report  Form to State  

 

•Determine type & level of sanctions 

to be assessed against abusive 

retailers. 

 
Visits 

•Monitor 1/3 of all stores every year 

•Monitor 100% of all high risk retailers ID by State 

•Send completed Reports to MJ 

•Follow-up with retailers as necessary & to ensure compliance 

•Provide training to LARC 

•Determine high-risk retailers 

•Submit report to USDA annually 



Resolving Issues 
Retailer Complaints 

• Document in Compass 

• Counsel  

 

Participant Complaint about a Store 
• Complaints or problems about a retailer are 
reported to LARC, who should contact the 
store manager to discuss further, get details 
& resolve 

What did the store manager 
say when you called? 

 

 

***TIPS from Veronica (Pueblo):  
 Store calls; reports on call; plan 
 of action. Keeps log of calls. If a 
 certain pattern is seen; when to 
 call & when to wait 

What types of problems should be 
handled by LARC? 
 LARC are responsible for:   

• Resolving routine problems such as: 
• Day-to-day complaints 

• Occasional stocking problems-formula 

• Documenting complaints & follow-up actions; use   
Retailer/Participant Problem Report Form (optional) 

• Referring ongoing/serious problems to MJ 
 

When should MJ (State Office) be 
notified?  
 Notify MJ: 

• When ongoing problems w/ a specific retailer 

• When a Civil Rights Complaint is received 

• Any time you have a question or concern about  a   
retailer or WIC Program policies & procedures 



Retailer Files 
 

Keeping detailed records is a key to effective coordination 
between State, Local Agency & Retailers 

 

Local Agencies are encouraged to keep files or track 
communications in Compass (Vendor Log) 

 

             

                        

Most Importantly: 

Find a method that works for you & stick to it. Use it to help 
you go from good to great. 

 

 





Do What?!?! 
Breaking It Down: Monitoring Visits & Reports 

WHEN: 
 - At minimum, WIC-approved stores are to 
be monitored every 3 years 
 
- High risk & stores with ongoing problems 
will be monitored more frequently. 

• Monitor 1/3 of all your stores every year 
• Scheduling 

• ***TIPS FROM SUE (Tri-County): 
• Break your stores up in thirds for each agreement 

period (do as I say, not as I do!), so you don’t 
have so many to do at the last minute.  

• Don’t call to set up appointments too far in 
advance, maybe a week ahead, their schedules 
can change frequently.  

WHY:  
- Periodic monitoring visits are conducted to: 

• Help store; build a relationship 

• ID issues & correct them 

• Discuss any problems or questions retailer  is experiencing 

• Review WIC penalties for non-compliance 

• Share & repeat all of the many benefits of WIC 

• Make sure $60 million of WIC dollars is being spent to 
compliment nutrition education! 
 

HOW:  
- Monitoring Reports 

• Send completed Retailer Monitoring Report Form to MJ 
• Follow-up with store as necessary & to ensure compliance 

Next:  
General step by step on how to complete a monitoring visit 



How do I prepare for a Monitoring 
Visit? 
1) Call the Store First  

a. Introduce yourself 
b. Schedule an appointment with Store Manager or Front End Manager* 

 
 

2) Explain what your expectations are for the visit. Discuss with store representative what you need to 
see during the visit: 
 Retailer Manual (correct date? policy letters?) 
 WIC’s WORLD 
 WIC training DVD 
 Training Documentation 
 WIC checks 
 Ask if they or their staff have questions about WIC items 
 

3) Other items you may need to bring: 

a. Extra Allowable Foods Lists 

b. Your contact information 

c. Share their WIC history with them 

d. WIC dollars spent - $$$$$ 



 How do I conduct a Monitoring 
Visit?   

The goal is to create a partnership with our retailers and work through questions 
and problems.  

 

To start off a store visit:  

 Introduce yourself & explain your role with WIC  

 Review demographic information & make necessary changes 
 Point out Annual WIC Sales-Just 1 reason why WIC is so important! Why  
     else is WIC important? 
 A detailed TIP sheet is available upon request-MJ 

 

 Begin a dialog with manager/store rep. to establish a positive working 
relationship; stressing the importance of their role 





• Do the Shelf 
Survey First 
 

– Choose the most 
expensive items 
allowed 

– Look to see if they 
have an Allowable 
Foods List at each 
register 









What to do after a  Monitoring 
Visit? 
Leave a copy of the report with the store 

― Indicate whether the store was found in or out of compliance. If out of 
compliance, complete appropriate last sections of report. Explain any deficiencies 
& request Corrective Action Plan (CAP) be written on report.  

 
 

Send a copy of the full report, including shelf survey to Melanie Jacobs 
(MJ), Retailer Specialist, via: 

― Scan/Email melanie.jacobs@state.co.us  
― Fax:(303) 756-9926 
― Mail: CO Dpt. of Public Health & Environment 

 ATTN: PSD-WIC Program-Retailer Unit 
 4300 Cherry Creek Drive South 
 Denver, CO 80246-1530 

 

File original copy for at least 6 years 
 

Follow-up with retailers as necessary; Track in Compass 

Natalie 

mailto:melanie.jacobs@state.co.us


COMPASS 
• Using search features 
• Navigating in Compass 
 

• Reports 
• Report of WIC Sales 
• Your Stores 
• Checking Status 
• Monitoring Report Status 
• Other? 

 
• Updating Information in Compass 

• Feedback/Log 
 

 



To Recap: Resources 
Available 

1. Retailer Handbook 
2. CO WIC Program Manual 
3. WIC’S WORLD 
4. Compass Reports 
5. MJ , Peg (materials), Katie Roby (check questions) 
6. Website:  www.coloradowic.com 
7. LARC Quarterly Call 
   

 

 

http://www.coloradowic.com/


***LARC TIPS 
~10 minutes of great tips from the experts! 



Questions? 
Many retailers do not stock store brand quarts of milk and WIC 

participants have been told that they cannot purchase the 
national brand. What should a LARC do in this situation? 

 If store brands are not available, WIC participants may purchase 
national brand milk. The LARC should work directly with the 
store manager to ensure his cashiers allow national brands of 
milk quarts when store brands of the item are not available. 
Stress to the store that the Foods List should be consulted for 
(and has the answers to) most questions about WIC foods.   

 

Any Lingering Questions? 

 



Questions from Last Time…  
1) We are going to work on getting the clinic directory/LARC contact list on the website for everyone to use. 

 
2) Walmart- They DO price match their produce. If the cashier says no, tell the client to ask for the store manager. 

 
3) Walmart- The chain is going to talk to the regional manager in El Paso County about the fact they HAVE to 

override WIC-approved foods. 
 

4) Walmart-store brand qts of milk being stocked then not-still waiting on an answer. 
 

5) Alimentum-Note from Jill Kilgore at the State: "Hi Melanie, Kathy provides her formula updates in the Colorado 
WIC News.  The new information about Alimentum was in the most recent volume (March/April).  I have attached 
the link in case you want to send it out with your minutes.  Let me know if you need anything else. 
http://cwnmarapr2016.blogspot.com/2016/02/formula-updates.html  

 
6) Monitoring report-denying a visit? The first time they deny it's a violation. LARC follow-up a few months/week 

later, still denying-contact the State office (MJ) and we'll discuss how best to proceed.  
 
7) If a store does not fix a violation by CAP due date? Contact the State office (MJ) and we'll discuss how best to 

proceed.  
 

8) Transfers: See attached document. Note from Vanessa H. at the State office: "All FIs clinics were sent transfer 
procedures back in April. Some may not have gotten them passed to everyone. Please forward the attached 
instructions." 

 

http://cwnmarapr2016.blogspot.com/2016/02/formula-updates.html


Things I Worry About 
Success story vs. a challenging visit? 

Q: What are the top 3 worries you have about monitoring 
visits/report? 

Q: How can those worries be avoided? What do you need so 
you feel confident and  

Q: What’s in it for me? 
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