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Savvy Shopper Campaign
Staff Training
Facilitator’s Guide
Who: All WIC staff who provide nutrition education for WIC participants 
Why: The California WIC Program has designed the Savvy Shopper participant education campaign to help WIC families understand their role in the WIC shopping experience.  It is critical that participants and WIC shoppers follow the rules when using WIC checks.  Program integrity is everyone’s responsibility.  In this training, staff will learn how to facilitate the Savvy Shopper education and individual contact.
When: (Insert day and time) This training is approximately 75 minutes, to be completed January-April 2013.  
Where: (Insert location) Recommended setup: tables to facilitate group work 
What: Training will provide information on how staff can use the following materials with participants:
· Savvy Shopper lesson plan for group education
· Savvy Shopper Individual Education Script
· Using your WIC Checks script and handout

Objectives:

By the end of this training, staff will have:
· Explored the relevance of this class
· Experienced this participant education as a class
· Practiced answering participants’ frequently asked questions
· Practiced using the script for individual education
· Practiced using the script for individual contact
· Learned how to code education contact in ISIS

· Been introduced to their agency’s Local Vendor Liaison(s) and vendor complaint procedure
· Evaluated the training
Facilitator’s Preparation Checklist

Materials Needed:
· Flip chart

· Markers

· Paper/Pencils/Pens

· Lesson plan: Savvy Shopper
· Savvy Shopper Individual Education Script
· Using your WIC Checks script (no nutrition education)
· Savvy Shopper handout

· Using your WIC Checks handout
Provided by Agency:

· Whiteboard or Flip chart

· Markers

· Paper/Pencils/Pens
Downloadable Materials: http://www.cdph.ca.gov/programs/wicworks/Pages/WIC-NE-SavvyShopper.aspx
· Savvy Shopper lesson plan for group education
· Savvy Shopper Individual Education Script

· Using your WIC Checks script (no nutrition education)
· Blank check (prop for role play) 

· Frequently Asked Questions (pg. 12-13 in Facilitator’s Guide)
· Report Concerning Vendors for Local Agency and Participant Use
Provided by State WIC: OSP Order Form #522
· Savvy Shopper handout
· Using your WIC Checks handout
· WIC Authorized Food List Shopping Guide
· Smart Shopping List (optional)

· Meal Planner (optional)

Agenda

Savvy Shopper

(Insert timeframe)

(Insert date and place)
Total Estimated Time: 75 minutes 
1. Welcome, Warm-up, Review Agenda ………………………………10 minutes
2. Group Education …………………………………………………………25 minutes

Demonstrate class with staff participation

Optional: add extra 20 minutes for staff to practice presenting class  
3. Frequently Asked Questions …………………………………………..10 minutes

Practice answering participants’ questions
4. Individual Nutrition Education (optional)………………………….10 minutes 
Practice using script for one-on-one education   
5. Individual Contact – No Nutrition Education ……………………….5 minutes

Practice using script for check issuance only  
6. ISIS Coding ………………………………………………………………….5 minutes 
7. LVL and Vendor Complaint Reporting Process ……………………..5 minutes 
This section will be developed by each local agency
8. Wrap-Up and Evaluation …………………………………………………5 minutes

1. Welcome, Review Agenda, Warm-Up …………………….10 minutes
Purpose:  

· Review agenda

· Enhance relevance of the Savvy Shopper Campaign for staff

· Summarize purpose of the campaign

Materials:

Blank check
Instructions:

1. Welcome staff

2. Review agenda 
3. Warm-Up – Have a volunteer play the part of the shopper. 
”Let’s start by watching this interaction between a shopper and a cashier.” 

Cashier:  “Your total is $12.00.  Go ahead and sign the check.  I’ll fill it in for you.”

Shopper signs the blank check, looks confused, hands check to the cashier and walks away.

Cashier fills in amount with $24.00. 
“How comfortable would you feel handing over a blank personal check at the store?  Why?”  Allow for discussion.  Affirm staff responses.  

“How would your feelings change if it was a blank WIC check?”  Allow for discussion.  Affirm staff responses.  

Everyone has a budget, and so does WIC.  USDA has found that a lot of participants are signing their checks before the cashier fills in the purchase price.  The Savvy Shopper Campaign is being implemented in coordination with USDA and the California Department of Public Health to address this concern.  The goal of this campaign is to educate and empower WIC participants to shop smart on a budget.”
2. Group Education: Class Demo ………………………………25 minutes
Purpose:  

· Introduce staff to Savvy Shopper lesson plan 

· Demonstrate the Savvy Shopper class 

· Provide staff the opportunity to practice facilitating the class (optional)

Materials:

· Class lesson plan

· Class materials as listed in the class lesson plan 

Instructions:
1. Tell staff: 
“Participants who normally attend the GA class of the month will attend this class during the months of ____, ______, and _____. “ (Insert which 2-3 months you will teach the Savvy Shopper class).
”Now, I will demonstrate the group education that we will present to our participants as part of the Savvy Shopper GA class.  You will role play the part of class participants.”
2. Present the group education as outlined in the lesson plan.

3. At the end of the demonstration, ask staff to share their thoughts on the class. Ask staff: 

“What did you like about this class? What questions do you have about facilitating this class?”

3. Frequently Asked Questions …………………………………10 minutes

Purpose:  

Give staff the opportunity to become familiar with and practice answering questions participants may ask during the Savvy Shopper class

Materials:

· Frequently Asked Questions (pg. 12-13 in Facilitator’s Guide)
Instructions:  

1. Tell staff: 

”It is common for participants to ask questions during class. Frequently Asked Questions (FAQs) for the Savvy Shopper class are attached to the end of the lesson plan.  In our next activity, we will read the FAQs to familiarize ourselves with the questions participants may ask during or after class.”
2. Activity: 
· “Take the next few minutes to read the questions in bold type.”

Give staff a few minutes to review the FAQs.

· ”Work with a partner to practice answering one of the questions on the FAQ sheet. One of you will be the participant; the other will be a staff person. The participant will choose one question from the FAQs, and then ask that question of the staff person.”

· “The staff person will silently read the answer, and then set down the FAQ sheet. In his/her own words, the staff person will answer the question for the participant as best she can. 

· “Then switch roles. The new participant will choose a different question and the new staff person will answer this question using the tool.”

· “If there is time, choose another question and repeat these steps.”

Give staff time to complete the activity.

3. Ask staff: 
“How did it help you feel more comfortable with answering questions participants may have about shopping with their WIC checks?  What other questions do you think participants might ask?”

4. Remind staff:
”It is okay not to know the answer to all questions participants ask. If you don’t know the answer to a question, tell the participant you will find out and get back to her.” 

4. Individual Nutrition Education (optional)………………..10 minutes
Purpose:  

· Introduce staff to the Savvy Shopper Individual Education Script

· Demonstrate how to use the script with one-on-one education 
· Practice using the script
Materials:

· Savvy Shopper Individual Education Script

· Savvy Shopper handout 
· Using your WIC Checks handout

Instructions:  

Note: Individual nutrition education is optional. This is intended for the participant who missed the GA class of the month or is the only one who showed up for a class. It can also be used by agencies who teach classes on an individual basis. 

1. Tell staff how your agency will be using this script, and then say:
”Now, I will demonstrate the Savvy Shopper individual education appointment.  I will be following the script provided.”  Have a volunteer role-play the part of the participant.

2. Demonstrate using the Savvy Shopper Individual Education Script.  
3. At the end of the demonstration, ask staff: 

“What did you like about this way of sharing the Savvy Shopper information with a participant?  

4. Hand out the script and ask staff:

“What questions do you have about using this script?”

5. Invite staff to divide into pairs to practice the education.

	Tip:  Make time for staff to prepare and practice how they would share this information in other languages.



5. Individual Contact – No Nutrition Education……………..5 minutes

Purpose:  

· Introduce staff to the Using your WIC Checks script (no nutrition education)
· Demonstrate how to use the script with check issuance
· Practice using the script
Materials:

· Using your WIC Checks script
· Using your WIC Checks handout

Instructions:  
1. Have a volunteer role-play the part of the participant.

2.  Tell staff: 
This script will be used with EVERY WIC participant who comes through the doors during the 2 (or 3) months we are teaching the Savvy Shopper class unless they attend the Savvy Shopper class.  
After the 2 (or 3) months that the class is taught, we will continue to use this script for all new enrollments until the information is incorporated into the Welcome to WIC: Orientation class.
”Now, I will demonstrate how to use the Using your WIC Checks handout when issuing checks.  I will be following the script provided.”

3. Demonstrate using the Using your WIC Checks script. 

4. At the end of the demonstration, hand out script and ask staff: 

“What questions do you have about using this script?”
5. Invite staff to divide into pairs to practice using the script.

	Tip:  Make time for staff to prepare and practice how they would share this information in other languages.




6. ISIS Coding ……………………………………………………….5 minutes
Purpose:  

Review the ISIS code available for documentation

Materials:
State issued ISIS code GA62
Instructions:
Tell staff they will use GA62 to document Savvy Shopper group and individual education.  Please note that documentation is NOT required when staff review the Using your WIC Checks script without nutrition education.

7. LVL and Vendor Complaint Reporting Process …………..5 minutes                     
Purpose:  

· Introduce LVL(s), their role and their involvement in the vendor complaint process

· Review vendor complaint procedure 
Materials:
Vendor complaint form
Instructions:
1. Invite your agency’s LVL(s) to share their role and what part they play in the vendor complaint process.

2. Review your WIC program’s procedures for reporting participant complaints regarding their WIC shopping experience.

8. Wrap-Up and Evaluation ………………………………………5 minutes
Purpose:  

· Give staff the opportunity to reflect on what they have learned and how they will apply the new information 
· Gather feedback from WIC staff to evaluate their readiness to provide the Savvy Shopper Campaign
Materials:

Half-sheet evaluation form

Instructions:
1. Ask staff: 
”Who would like to share one thing from today’s training that will be helpful to you in providing Savvy Shopper Campaign?”

2. Tell staff: 
“Thank you for participating in today’s training. Please complete the evaluation form and give it to me before leaving.”
  
Frequently Asked Questions
1. What do I do if the cashier asks me to sign the check before they enter the amount? What if they refuse to enter the amount?

If you feel comfortable, ask the cashier to write in the amount before you sign the check. If they tell you ‘no’, proceed with the transaction and then report the store to us.
2. What do I do if the cashier tells me I can’t get the brand I want?

Some items, like soy and tofu, specify a brand. For other items, you can choose the brand you want. Check the Shopping Guide and make sure it meets the requirements for that item. If it meets the requirements, show the shopping guide to the cashier. 
3. Can I use coupons with my WIC checks? Can I take advantage of two-for-one, buy one, get one free, or other store promotions with my WIC checks? 

YES. As long the coupons or promotions are made available to all shoppers (i.e. are not exclusive to just WIC shoppers).
4. What can I do if the cashier is rude to me when I’m using WIC checks?

WIC would like to know about it. You can contact your local WIC agency or State WIC- please refer to the back of your WIF for California WIC’s toll free number, or the phone number or email address on the Using Your WIC Checks handout.
5. Do I have to buy everything on the check?

We encourage you to purchase all of your WIC foods. However you do not have to purchase all of the food items unless it is a check for infant formula. 
WIC requires that you receive the full amount of formula that is printed on the check. Please note that once the transaction is complete, there’s no going back.

6. What do I do if the cashier insists that I have to buy everything on the check?

Please tell the cashier you are choosing not to buy all the foods listed on your check. If the cashier or store has questions, they can contact the WIC office.

7. What if the store tells me I can’t get all the items listed on the check?

Check your Shopping Guide and make sure the food item meets the requirements for that item. If it meets the requirements, show the shopping guide to the cashier. 
8. What if the store asks me to pay something because the foods exceed the maximum allowable amount? 

If you exceed the purchase price on the fruit and vegetable check you will need to pay the difference.  You do not need to do this for any other check.  Stores are reimbursed a fair price for all WIC foods. A vendor may NOT charge participants additional fees for any other food items.
9. What do I do if the store is providing incentives only to WIC participants?
· Contact us to let us know, or

· Call 800-852-5770 or email wicabuse@cdph.ca.gov to report it.  This information is on the Using your WIC Checks handout.
10. What do I do if I have a complaint about a vendor?

· Stay calm and in control. 

· First, show the cashier what the shopping guide says.
· If this doesn’t resolve the problem, ask to speak to the supervisor. If you still need help, call us.
· Save your store receipt and note the time of day and with whom you spoke with (this may be printed on the receipt).
· Call 800-852-5770 or email wicabuse@cdph.ca.gov.  This information is on the Using your WIC Checks handout.
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Tip:  You may want to schedule an additional 20 minutes to this training to allow staff to practice presenting the class to small groups.








Tip:  Evaluation forms are for agency use only and are NOT to be returned to the State WIC Program.  Use results to help determine future training needs for your agency.
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