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Executive Summary

The purpose of the 2006 Missouri WIC Mother-Caregiver Satisfaction Survey was to: 1) to
determine how Missouri WIC can improve program services for non-native English speaking
participants and native English speaking participants; 2) determine how program service needs
differ between native English speaking participants and non-native English speaking
participants; and 3) determine how program service needs differ among specific groups of non-
native English speaking participants. Missouri WIC has conducted satisfaction surveys in the
past; however, this was the first statewide effort to collect data from the majority of ethnicities
served by Missouri WIC. The survey consisted of 23 questions and was printed in English,
Spanish, Somali, Bosnian, Vietnamese, Arabic, Ukrainian, Chinese, Urdu, and Hindi. A total of

575 surveys were returned by 16 local WIC agencies.

The table below summarizes the results for sections on application and education processes;
forms and literature; WIC staff and WIC vendors; and overall satisfaction. Non-native English
speaking participants and native English speaking participants are very satisfied with most
aspects of the WIC program. Improvements are recommended if more than 20% of participants
from one or both groups chose the less positive responses, such as “somewhat helpful” or “not
helpful” as indicated in the “comment” column. Two specific program components should be
investigated — group nutrition education classes and WIC vendors. Although more than half of
participants from both groups responded favorably to questions about group nutrition education
classes and WIC vendors, these proportions are much lower than those for other topics. The
remaining areas for improvement focus primarily on communication. Results showed that
52.4% of non-native English speaking participants “sometimes” or “always” need a translator.

Table 1. Summary of Results by Non-English Language Surveys (NELS) and English
Language Surveys (ELS)

NELS | ELS

| Topic

| Response

| Comment

Application & Education Processes

> 20% of Spanish, Bosnian, & Arabic participants

education. (NE)

0 0 1 1 7
80.9% | 90.7% | application process Easy said “difficult “ or ”somewhat difficult”
87.4% | 91.1% ;fglci‘s:sse“mem Easy none
84.8% | 82.6% gf;ﬁjﬁi‘tlg with Helpful none
75.8% 50.2% group nutrition Helpful low compared to other results

> 20% of Arabic participants said “difficult” or

0 0, H .
85.1% 93.9% NE materials Easy to read “somewhat difficult”
86.5% | 87.30 | nformationinNE Helpful none

materials
91.4% | 925% | pictorial WIC food list | L2 *© none

understand

86.3% | s2.gv | food frequency Easy to none

questionnaire understand
NELS | ELS Topic Response Comment

WIC Staff & Vendors
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78.6% | 91.1% words used by clerk Always > 20% of Spanish participants said “sometimes”

or receptionist (understand) | or “never”
01.5% | 94.49% |clerkor Helpful none
receptionist
words used by Always > 20% of Spanish & Arabic participants said

80.2% | 90.1% o « e »
nutritionist or nurses | (understand) sometimes” or “never

90.4% | 9159 | hutritionistor Helpful none
nurses

> 20% of Spanish & Arabic participants said
“somewhat helpful” or “not helpful”

75.7% | 64.8% | WIC vendors Helpful

Overall Satisfaction

Excellent or

95.6% | 96.2% | rate WIC services none
Good
NA NA three favorite things | “information on healthy eating and lifestyle”, “checks for
about WIC healthy foods” and “checks for infant formula”
three hardest chose “none”, “keeping appointments” and “bringing in

NA NA

requirements children”

Recommendations
The following recommendations for the WIC program are based on survey data and analysis:

e Conduct additional research: Group nutrition education classes and WIC vendors were
perceived as “somewhat helpful” or “not helpful” by at least 20% of non-native English
speaking participants and native English speaking participants. Focus groups with
participants or key in-depth interviews with WIC vendors may provide insight for ways to
improve these aspects of the WIC program.

e Ensure local agencies are prepared to provide language assistance to WIC participants:
It is important to have language services available for those participants who “sometimes” or
“always” need an interpreter. Data suggests that some participants have difficulties
communicating with WIC staff and may also have difficulties with written documents. If
hiring a bilingual staff member is not feasible, over the phone interpretation services may
serve as an attractive alternative (the State has a contract with CTS Language Link, which
provides such services at a low rate).

e Provide Spanish language training for WIC staff: Given the large Spanish speaking
population served by WIC, it may be beneficial to provide brief Spanish language training on
words or phrases specific to WIC.

e Review nutrition education material for non-native English speaking participants: More
than 20% of those who completed an Arabic survey said that the nutrition education
materials are “somewhat difficult to read” or “difficult to read”. It is possible that difficulties
are due to a lack of translated materials, poor translations, or low literacy levels.
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e Collect data on race, ethnicity, and primary language: If the data already exists, then it
would be beneficial if this information could be easily accessed and shared among members
of the WIC state office. If data on primary language and dialect is not currently collected,
Missouri WIC may want to consider adding these categories when the current data collection
system is changed.

This project was completed in collaboration with Constance Brooks, PhD., APRN, BC. and Teresa
Curtis RD, MPH, Sinclair School of Nursing, University of Missouri — Columbia using the Fiscal
Year 2006 operational Adjustment Grant.
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