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Resources available

1. How do we access the Clinic eWIC Resource Toolkit?
The toolkit is available on the For Oregon WIC $tafge of the WIC
website.
http://public.health.oregon.gov/HealthyPeopleFaasilvic/Pages/ewic-
webinars.aspx

2. Our clinic is open after 5 p.m. Will app support beopen after 5pm
during the transition to eWIC? How will we handle eVNIC transfer
clients after 5 p.m.?

App Support will not be open after 5 p.m. When plag after 5 clinic
hours, some things to consider are how often afeasituation will happen
after hours, what would be the family’s specifieds, and which of those
situations can be handled over the phone at atlater For example, food
package changes could be handled the next day (edii@ntage!).




3. Can you give us an idea of how app support will hplus serve converted
participants that transfer in before our agency isconverted - what if
they need a new card, etc.?
App support will walk you through the specific nssary steps on the eWIC
TWIST screens or they will do the steps for yonatded.

eWIC cards and cardholders

4. How will cardholders set their PIN the first time?
Cardholders must set their PIN in order to activhésr card. They will be
asked for the date of birth and zip code that Wdrded on the Family
Cardholder screen. They may do this by eitherrggaltihe Customer Service
phone line or accessing the cardholder web pdttalcardholders that do
not have their own phone or access to the inteloed| agencies will need
to allow the cardholder to use the clinic phonedbtheir PIN via the
Customer Service phone line.

5. Will the Customer Service phone line (IVR) and welaccess be available
in other languages?
The Customer Service phone line and the cardhalderportal will be
available in English and Spanish. For all othegleages, they will need to
use the phone line. When a caller is silent it valite them to a live
Customer Service Representative (CSR). The CSRlatiéirmine which
language they speak and connect them with a lamgseyice that will
interpret the cardholders request and the infolonatey receive.

6. Will there be a phone app for participants who acces the website on
their phones? There was some concern that the fullebsite might be
challenging for participants who don't have accest a computer or
who choose to access the web on their phone.

We are working on a phone app that will allow caidirs to find the
nearest store and to see their current balance. Witlenot be able to set
their PIN on the phone app. Luckily, the phone iseris really good and
easy to use. It will be one of those where yougpeesumber for a certain
option.




7. How many cardholders per family will be allowed?
You can issue up to 2 cardholders per family, aachevould be assigned
their own card.

8. What happens if the cardholder loses their eWIC cai?
The nice thing about eWIC is that the Customer iSerine will be
available 24/7. Cardholders can report a card $bsten, or damaged as
soon as it is discovered. Once the card is dedetivican no longer be used
and the remaining benefits will stay in the accaunttl the card is replaced.
The eWIC Contractor can mail a replacement catbeaardholder with an
estimated arrival within 5-7 days or the cardholckem come to the WIC
office for replacement as soon as the clinic isnopext.

9. Since the card is essentially the vouchers nowi iifis lost, how many
times can it be replaced?
The difference between a card and vouchers idlteabenefits are in the
account not on the card, and you have to havelthed~use the card.
Losing the card doesn’t lose the benefits, it aeins you need a new card
to access the benefits associated with the accGumntently there is no limit
to the number of times it can be replaced, buCtbmpliance Team will be
monitoring this.

10.f a participant doesn't know the second cardholdeaddress and
birthday can a card be issued?
No, the card can't be issued without the addredslate of birth. Address
and date of birth are mandatory fields to issuard.cThe address with a zip
code and date of birth are required to set thefBihe card, which
activates the card. Part of participant notificatior to converting a family
to eWIC will be making sure they know what informatis required to
iIssue an eWIC card. The participant notificatigreflincludes that
information. So in the months leading up to yougragy conversion, you
may want to make sure to point that out to pariotp.

11.Could a second cardholder be assigned over the pheh
No, an eWIC card has to be physically issued atithe that the cardholder
Is assigned.




12.Can a 2nd cardholder be a signer on more than oneceount?
Yes, a person can be a cardholder for as many atxas needed. Since the
cardholder and card are specific to an accouny,woeild need to have a
different card issued for each account they areciest®d with. Then they
have to keep track of which card goes with whabant

13.s there an age limit to who can be issued an eWI€ard?
No, we are not changing the current policy whids s® limits on who can
be an authorized signer for vouchers. So anyondeassued an eWIC
card. We would suggest that as part of educatingcgeants on eWIC, that
you explain the responsibilities of being a cardkoland what is involved
with shopping with an eWIC card. That way the featdholder can make
informed decisions about who they want to selethes second cardholder.

14 Are participants required to have an email address?
An email address is not required for a cardholdexdacess the Customer

Service phone line or participant web portal funrcs.

15.Canthe second cardholder ask to replace their lost, adaaged or stolen

card?
Yes, either the first or second cardholder canntetheir e WIC card is lost,

stolen or damaged and receive a replacement byfroailthe eWIC
contractor or in person at the WIC clinic.

eWIC in TWIST

16.ls the Cardholders History pop-up available to partcipants?
You can share data from TWIST with participantsjgropriate, although

this pop-up is not formatted to print




17 How will "Set Issue Months" work? Are benefits going to be issued
automatically or does a participant have to come ifcontact the clinic
(overdue breast pump, missed NE, etc.)?

Benefit issuance and the “Set Issue Months” wiltkwtne same with eWIC
as voucher issuance as “Set Print Months” doeswaitithers. WIC staff

will still have to manually click the button on thRamily Summary Screen to
issue benefits. You will still be able to issueta@ months of benefits at a
time, and the check boxes will still indicate wbhanefits are eligible to be
issued. The “Set Issue Months” button will limiethumber of check marks
that are available, same as now.

18.Does the card holder address have to match the degmaphics screen?
Yes, the first cardholder’s address has to matelclient demographics
screen. In fact, it auto-fills from the client degnaphics screen. Since client
address cascades to all family members, this kidxepquired cardholder
address in sync with the family and the family ynswith the information
that the eWIC contractor has. The second cardhaldigress does not have
to match. In face-to-face training we will covemhto deal with homeless
families or other difficult situations.

19.s the client demographics screen going away?
No, we still need to have data for individual papants. The client
demographic screen collects a great deal moretllatethe cardholder
screen. In some cases, the cardholder and theiparti are the same
person, e.g. pregnant women. In the case of infardschildren, the
cardholder information will be for their parent,agdian, or caretaker, so the
name and date of birth will be that of the adutdbalder.

20.Does eWIC automatically update partial packages?
Just like now, TWIST will automatically assign palpackages after the
20" of the month.

Benefits List and benefit balance

21.Is the Benefits List for each individual or the whate family?
The Benefits List shows the combined benefits ierwhole family. Check
out Webinars 1 and 2 for all the basics.




22 s there the option to email the Benefits List to prticipants to save on
paper use?
Benefit balances will be available online for canfdlers to access as needed
so emailing would not be necessary. Remainingfiidradances will also
print on receipts following store transactionsning the Benefits Lists at
the clinic will be important for first time shopegifor families with unusual
benefits or formulas. Since the Benefit List hadip@ants’ names on it,
you would need to scan it and send via a securd sit@g so this is
probably not the best option.

23.Can we use our MICR printers with regular ink to print the Benefits
List or reports, etc.?
The Benefits List can be printed from any printeattis set up on a person’s
computer. Since the state will no longer be suppgpthe MICR printers
and ink of any type to supply them is very expeasyou may want to look
for a cheaper alternative. Please refer to Se&ticquipment in the Clinic
eWIC Readiness Toolkit for more information abonbers.

24 Currently, we use the “No FI's” report to notify participants that they
haven't received benefits for the month. How will vé do that with
eWIC?
The “No FI's” report will continue to be used farhilies that have not yet
converted, and a new report, the “No Benefits” repall show families that
have converted and are eligible for benefits buth#ot yet received them.
This report will be an important caseload managénoe. There is gob
aid about reporten the website to help with caseload managemeamglu
the eWIC transition as well.




eWIC conversion and participant notification

25.How would we handle the following scenario? A famyl has two children
on WIC — one has a recert appointment, the other aRD appointment.
Mom only brought the child that has recert appt. Iwas looking forward
to converting both children to eWIC. Can | still? Or can | just convert
the child that came for the recert appointment? Or,as stated during the
webinar, will | have to separate the family members- one converted,
one not?
Family members do not have to be present to beertetl. You will always
convert the whole family at the same time. In #aenario, you would
convert the family and issue the family eWIC cartha time the Mom
brought in one child for the recert. eWIC benefguance can happen for the
family the month after the last vouchers are pdrite anyone in the family.
| think your confusion about different family menmmb&onverting at
different times relates to transfers and custodnges. They will be
handled differently than a standard family conwvansi

26 What if one child is ready for certification and two family members are
not? Do we need to keep them separate?
No, conversion can only happen when no one indahely has any vouchers
printed. It is not related to certification dates.

Transfers

27 How will it work if a family moves from an agency wth eWIC to an
agency still using vouchers?
TWIST will allow a non-converted agency to use ¢WélC screens for
converted participants that move into their agefoy.more information,
view the 7/30/2015 “Changes in TWIST on 8/24” wedtsin

28 Are you going to install card readers early just incase someone
transfers in?
Your agency has already been shipped card reaileymu have to do is
plug them into a USB port for them to work.




29.f a converted person transfers to my agency and Isdost their eWIC
card, can | give them a replacement? Will the cardolder screen work
to do this?

Yes, your agency should be receiving a stock of@W4rds by the end of
September. All the necessary eWIC functionalityt s available for you to
use with converted participants.

30.How is the process when transferring from out statelinics that had
been converted?
Other states have different eWIC systems than \&Ghere is no
connection. You would transfer them in just likevays. If your agency has
not yet converted, then the family would have tdogok on vouchers until
your agency rolls out.

Custody changes and foster care

31 How will card issuance work with foster families?
In the case of foster families you will always wambe aware of account
access and consider changing a participant’'s WIG@umber/account
number to make sure information is not availablpgople who shouldn’t
see it. When a family member leaves a househaddt, enefits will be
separated from the rest of the former householdnalhdbllow them to their
new household account. If there are multiple uteelahildren with one
foster parent, you may want to consider keepind eadd as their own
household with their own electronic benefit accodiis may make it easier
to move children and keep their benefits intaceréhs nothing in TWIST
that will prevent you from putting multiple fostehnildren into one
household.

32.f foster parents have multiple cards because thelyave multiple foster
children, how will they keep them straight?
We find that a “Sharpie” pen writes easily on tNél€ cards. We would
recommend that you write the name of the assocatiéd and the WIC ID
number on the back of the card. This will help bgtlh and the foster parent
keep track of which card goes with which child, avill not compromise
the use of the card. Keeping foster children inrtben family might be
especially helpful during the conversion procesgestransfers from family
to family may be more challenging during this tipexiod.




33.For foster children whose parents received the eWICard before, can
we cancel the eWIC card benefits? Can we cancel thfnod package or
void that food benefits and give to the new fostgrarents?
The benefits will follow the participant, regardiesf what changes to family
ID number. You won't have to void anything, justkmeahe same WIC ID or
family changes as you normally would and reissedbnefits. Cards and
Cardholders are associated with a WIC ID and céynamtess benefits from
that account.

Appointment scheduling and caseload management dung implementation

34 What month should we schedule classes for particijpds for e-group
conversion?
Existing participants should convert to eWIC in thenth they are regularly
scheduled for their Second Nutrition Education aoht Due to caseload
and clinic flow concerns, it is not recommendedadbedule participants
earlier than their regular appointment sequenaee\8IC classes would be
scheduled during the months of your agency’s csioer

35.1f my agency decides to have group education duringWIC conversion
and prints the Benefits List before the class begsm what do we do for
participants who miss the class?
You won't complete the conversion process untgrfin eWIC card is
Issued and you have checked and saved their eVéilCdackage
assignment. The participant needs to be there tbatoSo you wouldn’t
print the Benefits Lists until they have arrivedta clinic and been checked
in.




36.Thinking ahead for our participants, we've been thnking about how to
help best educate our participants during the trangion process. So
what is the possibility a web class that participats can log into or even
a brief step by step basics (PCE oriented of courkas a class we can
offer in our clinics in a group format for more efficiency vs in individual
appointments?
We have planned several ways for you to providermétion to
participants. We have some participant notificatizaterials to provide in
the months leading up to conversion. That infoesaiibed in the
Conversion section of the Clinic eWIC ReadinesslKiband the
notification materials that have been sent out.

A Group NE Session Guide will be completed andgmuthe website by
November 2015. We hope that will give you plentyiofe to review the
guide and plan for how you might use it in time your conversion date.
The session guide is described in the Appointmehe&uling section of the
CeRT.

There are also 4 participant videos that detaibtmgics of eWIC card use.
These can all be accessed on3hepping with e C webpage.

Policy changes

37 Are we going to continue using the WIC ID cards?
They are optional, to use as ID only for particiigamot cardholders that are
not participants).

38.Does the eWIC card serve as proof of ID?
No, the eWIC card will not serve as proof of ID ®onumber of reasons. We
won't see the ID of the second cardholder sincesdw®nd eWIC card can
be issued and given to the first cardholder. Tieer® name printed on the
card, the signature is optional, and the cardseareplaced by the eWIC
contractor and won’t have anything printed on th&he eWIC version of
Policy 610 covers the new proof of ID requirements.




39.With eWIC, will a participant missing a proof be able to FAX it in later
and get more benefits issued?
The policy around Faxing in proofs will not changigh eWIC. There will

be new policy guidance provided later around whemefits can be issued
based on a phone call.

40 Please speak to Separation of Duties?
We expect two WIC staff people to be involved itedmining eligibility.
We will begin collecting the staff ID of the persdatermining income
eligibility and a second person would issue bese8eparation of Duties is
covered in Section 4 of tHeéeRT and was covered in Webinar %hanges
that Impact Clinic Flow. See also Policy 595e — Program Integrity:
Separation of Duties posted with eWIC staff resesian our website.

41 Will eWIC card readers need to be locked up when WC office is
closed?

No, you can treat the card reader like a computarsa.

42 s it possible to issue duplicate WIC ID cards to articipants?
Follow the same procedures as those that are tiyrnemplace. If you
decide to issue WIC ID cards, just issue one cardgmily as ID for
participants and provide replacements as needed.

eWIC card inventory and security

43 Do you have an approximate idea of how many eWIC cds will be sent
to each county? Double the caseload? More?
Your agency will be shipped the approximate nunderards we think you
will issue in the first 6 months. That will be embuto issue up to 2 cards to

every family in your current caseload, plus extmasew families and
replacement cards.

44 \What are the dimensions of the card sleeve?

The sleeves, or boxes, are 9” x 4” x 2.5”. Thimmiation can also be found
in the Clinic Readiness Toolkit, Section 6.




eWIC vendors and shopper education

45 How will stores make sure that it is either the fist or second cardholder
using the card? Is it just secured with a PIN numbe?
As with any debit card, all that is needed to ieedWIC card is the PIN
number. That is why it will be important to keeje tAIN number secure.
PIN numbers can be changed if the cardholder isermied that it has been
compromised.

46.With milk listed as one gallon, can they purchaseao half gallons or
four quarts as an option?
Yes, if they have one gallon available, they carcipase two half gallons or
four quarts. During shopper education, please d¢dwaadholders to
purchase the gallon container size to best sa\grgmoresources.

47 Will all baby food jarred items be listed in ounce®
On the Benefits List, remaining balance on theipgceustomer service
phone line, and participant website, jarred balogfawill always be listed in
ounces. For example, exclusively breastfed babiksegeive 256 ounces
of baby food fruits and vegetables and 77.5 ountésiby food meat. These
amounts will equate to about 64 jars of 4 ouncesfiand vegetables and 31
jars of 2.5 ounce baby food meat. Cardholdersneiéld to use the Food List
to know what sizes are allowed.

48 How will we know which stores are ready to acceptWIC?
Use theHow to Find a WIC Clinic or Sore integrated map on our website.
Stores that are eWIC ready will be indicated witleé circle.

49 What is the web address for the clinic and stores ap? Is the map
mobile friendly?
Find the link on the WIC website page “Find a WIGh@ or Store”. It is
not designed as a mobile app, but it is viewablenost phones.

50.n the pilot counties, will all the stores be eWIQeady from roll out?
Any store that is currently WIC authorized in thioparea (Linn and
Benton Counties) will be eWIC authorized startin$49




51.f a participant lives far from an eWIC store, how quickly would the
state be able to get a store in their area ready f@eWIC?
We hope that the larger store chains will move kjyito be ready to accept
eWIC, but we don’t know how this will work yet.

52 Will there be protocols for counties that are on tie border? In one of
our towns, they only have availability for shopping20 miles away, or
over the border at one store, in Washington.

All stores in your area that are authorized Oregt@ vendors will be
authorized for Oregon eWIC before your agency casve eWIC,
including those Washington stores.

53Did | understand that the balance will always showon the receipt?
Yes, after each shopping trip, the family’s remagnbalance will print on
the receipt. At integrated stores, it may be atethe of a long receipt. At
stand-beside stores, it will print on a separateip at the end of the
transaction.

54 Will the WIC shopping receipt be separate from thaest of the groceries
or mixed into the overall receipt?
At stand-beside stores the WIC receipt will be safgasince they will need
to separate their WIC items from other items. Irdiégd stores have the
flexibility to format their receipts how they wart this time, we don’t
know what each stores’ receipts will look like. @laolders will always be
able to see which WIC items they purchased and thieat remaining
balance will be.

55.Did you say that you can purchase all items togethéWIC and other
groceries) or is that an option for the store to deide how they will
process?

At integrated stores, shoppers will be able to skdo do a “mixed basket”
transaction. This means they can purchase all itegegther and then pay for
them separately at the end. At stand-beside stsineppers will still need to
keep WIC separate.




56.f the system is integrated and the system fails,vat happens?
Any time the system goes down, whether at an iatedror stand-beside
store, the WIC transaction will not go through. Bm@pper will need to
either come back when the system is up or go tthanstore.

eWIC partner notification and outreach

57 Will the use of social media (i.e. Facebook or Twir) to promote eWIC
count as part of my annual outreach—Policy 450 Lodautreach?
No, though social media is a popular medium tamgfermation out to the
public we know that many of our participants do ms¢ this medium to get
information. If an agency wanted to use the “PRslease” template to get
the eWIC message out to their community, thenwoatld be acceptable.

58 When should we start putting up eWIC posters in thelinic?
Continue to follow the recommendations providethm CeRT. Agencies
will need to adjust or shift their timelines basedthe new pilot and rollout
dates.

Formula warehouse (AKA Providence)

59 How will eWIC cards work with Providence home delivery (Formula
Warehouse)?
Information about formulas will be entered in TWI&id then TWIST will
give Providence the card number and authorizatole cProvidence will
use that info to charge for the formula like anlyastvendor. For more
information, watch Webinar #9 on the Formula Waret®

60.Currently, when staff faxes the Providence formulaequests, they
receive a faxed confirmation from Providence statig the order was
received. What type of confirmation will we receivawith the eWIC
process?
There will be a formula warehouse report in TWI&&ttwill show
participants with formula warehouse orders. Thporewill indicate the
participant name, DOB, and WIC ID, as well as thenth, the order status,
the name of the formula, the quantity ordered, s\oteluded and who
placed the order.




61.Many times participants with new Providence formulaneeds may come
in during the last 2 weeks of the month; some in #hMetro area are
willing to go pick up the first month’s order at the Providence HME
store front and then receive future month’s formulaby delivery. Will
this still be an option?
Yes. The order for the current month that the pigndint can be picked up at
the Providence HME store front. The formula beneiit be available on
their eWIC card and they would make the purchaskeeastorefront with
their eWIC card just like they would if they wererphasing the product at
the pharmacy. Future orders would be processedlVagrBlers and would be
gueued up for delivery.




