WIC Best Practices
Local Agency Caseload Increase or Maintenance
Agencies with growing caseloads are genuinely interested in providing the best possible experience for the participant and make services available at the times that will work best for the participant. They apply the principles of quality improvement to glean insights from the participants about their WIC experience, from their staff about how to better address clinic flow and working with participants, connecting in the community with other service providers for a robust referral network and then strive to address any barriers. They want to know what works, what doesn’t and why.

Customer Satisfaction
· Interviewing participants about their experience – includes all aspects of the participant’s experience from the minute they enter the building until they exit; sensitivity to confidentiality and cultural norms.
· Objectively observing interactions between staff and participants – listening to how participants are greeted, how the interviews happen including how questions are asked of the participant, listening for tone, looking for eye contact (smile, friendly expression, pleasant voice), observing for signs that the participant is treated with courtesy and respect.
· Observing clinic flow – includes waiting area, movement from waiting area to exam room, number of times participant has to move, staff movement, traffic issues (too many people in the hallways at once, etc.); how does flow help or hinder the participant’s experience and the efficient conduct of business.
Outreach: 
· Continuous outreach and connection with agencies/organizations that work with the same clients and having an active referral network.
· Looking for new ways to reach potential participants; going to the places where they might be getting other services.

Expanded Hours: 
· Many participants may work at low wage jobs. Taking time off to come to the clinic may mean they do not get paid. Studying the area businesses where these people work can offer insights for determining which extended hours will work best for the participant. 

· Extended hours includes being open for service over the lunch hour and either before or after the work day (shift) ends and Saturdays.
Efficient use of space and staff: 

· With the implementation of MOWINS, some agencies have determined that they need to rethink their clinic flow. What worked before is no longer working well.
· In some instances, the agency has reviewed the nutritionist duties to have that person doing only what their expertise is required to do and reassigning non-nutritionist duties to other WIC staff. This increases staff efficiency and reduces the time the participant is in the clinic.

· One agency was having long wait times and their single part time nutritionist was overwhelmed. This agency added another nutritionist to existing clinic recert days.  One nutritionist does the recerts, the other does the check pick-ups/nutrition education contacts.  By adding more nutritionist time, they have shortened wait times and increased the number of participants they are able to see in a day.

