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Objectives

1. Discuss the importance of utilizing technology throughout
the WIC participant experience

2. Learn how to utilize technology outside of your WIC MIS
system to engage and retain participants

3. ldentify small steps to streamline the WIC Certification
process and remove barriers for clients

4. Discuss lessons learned CQl




MCDPH — WIC Overview

Caseload — 48,000 per month

88% of Caregivers are Millennials
Primary urban, Phoenix Metro Area
17 clinics across the County

110 staff

Clinic Flow for Certifications

WIC Intake Specialists complete demographics and income
verification and documentation

Nutritionists complete nutrition assessment, education,
food package prescription and load eWIC benefits




The Problem

i: #

Decreased Budget Cuts & Y2 Temporary
Caseload Decreased Staff Certifications
Barriers for Extra Work for

Clients Staff



Provide Provide more client centered options for communication

Improve Improve work flow for staff

l Utilize Utilize technology to decrease temporary certifications

Reduce Client Barriers to Participation

Key Project Goals



Universal Phone Number

Online Appointment Request
Project
Strategies

Utilize Technology in the Clinic

Utilize Technology outside the Clinic




Universal Phone Number

602-506-9333
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Universal
Number

Lessons Learned




Online Appointment Request

G Select Language | ¥.

Personal Information

First Name* Last Name*

MARI CO PA I Want to... Providers Schools Community Individuals & Families

COUNTY

Home Address* City*

I

Zip Code* Email Address
2 ]

Date of Birth* Family 1D (if known) Phone*

Enter as MM/DDYYYY [ [exoeemonx

My mailing address is the same as my home address.*

How Can We Help?

Public Health > Individuals & Families > Family Health Promotion > Women, Infants & Children (WIC)
Home

Women, Infants & Children (WIC)

How Do | Apply for WIC?

What Does WIC Provide?
Locations Yes
es

O No

. - Breastfeeding support
FAQs % \ . - Heaithy foods

= Nutrition information
En Espafiol / - Referrals to health care and other social services

Family Information

Do you have children under the age of 57*

Who is WIC For?

Breastfeeding women
Children (under age 5)
Infants

Make a WIC Appointment . . Postpartum women

Pregnant women

Are you pregnant?*

Request Wit at Your Event
Now Offering WIC@Home!

Find us on

Facebook Families now have the option to attend some of their WIC appointments

from the comfort of their homes. During a WIC@Home appointment,
you'll join other parents or caregivers using a video-chat website to

Contact Us share tips on nutrition or breastfeeding. All you need is a smartphone,
tablet or computer with a webcam to participate.

Appointment Information

Which clinic do you want to visit?

Women Infants &
Children (WIC) Ask us about WIC@Home at your next appointment!

intment?”




Results
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Text Outreach Campaign

Current SNAP Clients not on WIC

1. WIC is a free program providing a debit card for healthy foods, nutrition info, and other
resources. Want to enroll? Text Yes.

2. Great! You can request an appointment online at www.maricopawic.com or reply yes
and your nearest clinic will contact you. See you soon!

Current clients that didn’t receive benefits

April - Don't miss out on WIC! Request an appointment at www.maricopawic.com or reply yes
and a WIC staff will call you




Lessons
Learned

Easier

Popular

Easy call to action

Management

First Name®

Last Hame’

Haorre Addresd®

State” Zip Code”
AL
Date of Birth* Family 1D (i known)

Enter as MMWDODAYYY

My malling address is the same as my home address.”

s
Mo

Do you have children under the age of 57°

TEs

Mo

Are you pregnant?T*
Yes

b

City*

Email Address

Phorie"

= O DO,




Pay Statements
Sep 31,2016

9032 $1,034.22
$3,210.99

Sep 24, 2016 80 Hours

: [ ] [
$ $1,200.00 I | I I I I
Sep 13, 2016 80 Hours : 1
$ $1,200.00

Aug 26, 2016 80 Hours SAAM

S G == Documentation

e e N
Good Morning 12° = 51
7
|

= in Clinic

Slide to pay today

View Bill Details

i $ A D




Results

Staff Perception of Utilizing Technology to Reduce 30-day Temporary Certs
50%
45% 43%
40% 37%

2ot 32%
20% 29%

25%

20% — 18%
L% 12%

10%
5% 4% 4%
1%
0%
30 day certs never given 30 day certs given 1-5 30 day certs given 6-10 30 day certs given 11-15 30 day certs given more
times per month times per month times per month than 15 times per month



Results

Percent of Total Certifications that were 30-day Temporary Certifications due to
lack of Documentation

Pre-Implementation (Sept 2017) 26%

Post-Implementation (May 2018) 12%

Post-Implementation (June 2018) 11.60%

Post-Implementation (Oct 2018) - 2%

0% 5% 10% 15% 20% PAY 30%




Obtaining
Documentation
4 Outside of Clinic




Quality Improvement

WIC Eligibility Documentation

MARICOPA . . s e e CL / ,income or rip! s
| Want to... Providers Schools Community Individuals & Families ecei il contact vouwhan ey have beenadided toyour

COUNTY

Which clinic do you visit? *

Home

Do | Apply for

. te of Bi Email
What Does WIC Provide? Date of Birth Emai
Locations
Breastfeeding support
FAQs g Healthy foods
- Confirm Email*
Nutrition information

S
En Espafiol : . Referrals 1o health care and »r social servic

o is WIC For?

ding women

Chiidren (under age 5
Types of Documents

Infants
Make a WIC Appointment - - Postpartum women ry time you enroll or re-enroll in WIC, we have to collect proof of address and income for the family and

: . proof of ID f on g i i bsite to upload a prescription
Pregnant women y

¢ ProofofID
This can include: Driver’s License, state issued 1D, school ID, military 1D, Approval letter for DES
F " & the op some of their WIC 2 > < T - :
Request wic at vour Event ) now have the opti ttend some of thei 08 s ( TANF, SNAP), crib card from hos
ir homes. During a WIC.
s or
Find us on share tips on nutrition of breas y foh - Proof of Address
Facebook tablet of computer with a webc o 5 This can include anything with your name and addre
approval letter for DES programs (AHCCCS, TANF,

AsK us about WIC@Home at your next appoints stu tility bill.

Breastfeeding questions? < ¢ Proof of Income
Call the 24-hour hotline at




Results

Number of Document Submissions
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Lessons Learned

-

WIC Eligibility Documentation

rinformation, w fits and contact you wher

Types of Documents

« Proof of Address

approval letter CS, TANF S

« Proof of Income

Pay Statements

Sep 31,2016

$3,210.99
Sep 24,2016 80 Hours

$1.20000
Sep13,2016 80 Hours
$1,200.00

Aug 26,2016 80 Hours

$1,200.00

Aug 21,2016 80 Hours

o
1234567800
23 Ay Aen

Good Morning




S Staff and

about “| feel like we are cutting edge”

I”

. [
time!! “...frees up much needed < I I e nt
appointment slots”
“It is efficient and convenient for
employees and clients” Fe e a C




Using
Technology
for Nutrition
Education




Facilitated Group
Discussions
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Attendance

surprise...

O Attended 0O Missed



Client Feedback




1:1 Nutrition
Education
Sessions




Attendance for Virtual Appointments
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Results
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Challenges

iy

Staff turnover Online Platform Communication




Next Steps

DECREASING NUMBER OF GROUPS INCREASING THE CAPACITY FOR 1:1
APPOINTMENTS OVER THE PHONE



Va ) - z: e

BUILD ON WIC WORK FROM HOME PROFESSIONAL LATER EVENING IMPROVED WORK-LIFE
EXPERIENCE GROWTH - APPOINTMENTS BALANCE
AUTONOMY EASIER TO STAFF

Added Benefits



CARRIE ZAVALA, MS, RDN
WIC DIRECTOR

Thank you!

MARICOPA COUNTY DEPARTMENT OF PUBLIC HEALTH
CARRIE.ZAVALA@MARICOPA.GOV
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