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	Purpose
	Outline the responsibilities for the local agency and state agency in following up on complaints concerning WIC vendors

	
	

	
	A.
Documentation

1.  Record problems/complaints concerning WIC vendors in their file.  

a.
If taking the complaint over the phone or in person try to obtain specific information about the problem from the person reporting the complaint.  This will aid in the follow-up.  Record the information on the Nebraska WIC Documentation of Complaint form in this procedure.  Retain this reported information with the follow-up documentation, if follow-up deemed necessary.   

b.
The complaint may be received on the WIC Information Card, example page 4e.  Retain this card with the follow-up documentation, if follow-up deemed necessary.

2.  If the complaint involves one of the sanctionable violations as listed in the Nebraska WIC Sanction System then a Nebraska WIC Vendor Follow-up Report should be completed.  Refer to Volume IV, Section L for more information on sanctionable violations.

3.  If the complaint is not one of the sanctionable violations but if more than one report of a problem has been received within a three month period of time, then a Nebraska WIC Vendor Follow-up Report should be completed.  

4.  If the complaint is not one of the sanctionable violations and is an isolated case then documentation in the vendor file is sufficient.  If additional reports are received within a three month period of time, then a Nebraska WIC Vendor Follow-up Report should be completed.  

5.  If the local agency staff have a question regarding a problem/complaint that is received, as to the appropriate documentation and/or action, they should contact the State WIC office to discuss.  

B.
Follow-up

1.  Follow-up should be conducted for a complaint which involves one of the sanctionable violations.



	
	2.  Follow-up should be conducted for a complaint which does not involve one of the sanctionable violations but more than one report of a problem has been received.

3.  The follow-up contact may be through an on-site visit to the store, by telephone, or with a letter.  Through the follow-up, the reported problem should be discussed and the retailer given the opportunity to respond to the problem presented, and to make a written statement, if they wish.  The correct procedures should be reviewed with the retailer.  All of this should be documented on the Vendor Follow-up Report.

4.  The State Agency copy of the follow-up report and any additional written documentation regarding the follow-up should be sent to the State WIC vendor management coordinator as it is completed.  The local agency copy of the report and any additional written documentation regarding the complaint should be kept in the vendor's file.

5.  Upon the receipt of the vendor follow-up report the State WIC office will determine if further follow-up is needed and contact the local agency vendor manager to discuss.

C.
The documentation and follow-up for complaints is especially important as this is directly related to the high risk detection system.  Documented complaints are one of the three factors used to identify stores which exhibit potential for Program abuse.  Local agency vendor management staff, in cooperation with the State agency, play a key role in this process.
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