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Overview

* In 2015, Colorado WIC Program was awarded a WIC mini-
grant from USDA to implement texting innovations to
address barriers to retention for children.

 Primary Research questions were:

e Can appointment reminders In the form of texts reduce
missed appointments?

« Can retention be increased by sending text message
prompts outlining the benefits of WIC?
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Presentation Notes
If so, can reducing missed appointments increase retention by encouraging regular participation in the WIC program and subsequently decreasing voluntary termination?
How to continue participating  are:  due or overdue for recertification or at the risk of voluntary termination


Overview

Colorado Texting for Retention Program aimed to decrease
some of the barriers to child retention specifically:

« Remembering to schedule WIC appointments

o Attending WIC appointments

« Availability of information about the benefits of
WIC participation for children over the age of 1



Presenter
Presentation Notes
The Colorado WIC Program identified retention of children older than one year of age as a significant problem throughout the State.  Colorado Texting for Retention Program aimed to decrease some of the barriers to child retention


Methodology

15 Colorado WIC clinics (across 20 sites) were selected for
participation in the Texting for Retention Program.

These clinics were chosen based their size as determined by
their 2014 caseload, the type of scheduling they use at
their clinics, and their level of interest.

Differences in outcomes were also assessed between clinics
using standard and same day/next day scheduling.




Methodology

 These 15 Colorado WIC Clinics were broken up into 3 groups.
« Control Group - No intervention

e Basic Innovation Group -Appointment Reminders Only

 Augmented Innovation Group - Appointment Reminders and
Targeted Prompts
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Presentation Notes
We encouraged WIC Clinics to not make any changes during the lifetime of the grant.


Key Measures

Enroliment with benefits: Number of participants enrolled at
each participating WIC Clinic who received benefits.

Total appointments: Number and percentage of
recertification appointments that were kept

Reinstatements: Number of participants who were reinstated
Into the Colorado WIC Program

Recertification appointments: Number and percentage of
recertification appointments that were kept

Voluntary Terminations: Number of clients who were
terminated due to failure to reapply, failure to provide
proof, or failure to pick-up their food benefits.




Implementation

* February 2015 - We sent out implementation instructions to

the participating WIC clinics along with promotional
materials.

Did You Know..,

WIC now sends
appointment

& reminders via text
or phone message!

If you do not wish to receive atext, please text STOP to 22300.

If you do not wish to receive atextand phone message,
please letyour WIC Educator know.
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Presentation Notes
Participants are automatically enrolled in the texting program and must opt-out in order to discontinue receiving text and/or phone messages. At the beginning of the pilot, a one-time mass text will be sent to all participants in the participating clinics informing them of the appointment reminders (see Mass Text Opt-out in table above for wording).  Participants who do not wish to participate may follow the directions in the text and text STOP to 22300. Once participants complete this step, they will no longer receive text messages, however they will receive phone messages. Participants who only have a landline phone will receive phone messages.  If a participant does not want to receive both text messages and phone messages, staff can select the Do Not Call  check box on the Contact/Address panel in Compass.  Staff must update the Contact/Address information at each visit and gather an active telephone number. 


Implementation

e May 8, 2015 - Mass opt-out text was sent to all active
participants in the participating WIC Clinics informing them
of the new texting program.

 May 18, 2015 - Participants started receiving appointment
reminders daily via text.

* June 2, 2015 - Monthly text messages started for Group #3.
These included participants due for recertification,
voluntary terminated, and those who have not picked up
food benefits.
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Presentation Notes
If the phone number is a landline, the participant received a voicemail versus a text message.  
Voluntary terminated – no recent food benefit pick-up, failure to provide proof, failure to reapply.


Enrollments - Overall
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which shows a 6.7% decline in average enrollment in the control group, compared with a 2.7% decline for the basic innovation group, and a 1.9% increase for the augmented innovation group.



Appointments Kept - Overall

100%
90%
80%
70%
60.6% 59.7% 60.1%

60% 58.0%
50%
40%
30%
20%
10%
0%

Control Group Basic Innovation Augmented Innovation

CDPHE
N\a

CO \=



Presenter
Presentation Notes
the proportion of all appointments kept decreased in the control group, from 60.6% in the baseline year to 59.7% in the pilot year, and increased 2.1% in the basic innovation group (from 58.0% to 60.1%) and 1.1% in the augmented innovation group (from 66.0% to 67.1%)


Appointments Kept - Standard
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These increases were slightly more pronounced for clinics that employed standard scheduling. 3.1% for the basic innovation group (from 52.3% to 55.4%) and 2.9% for the augmented innovation group (from 58.6% to 61.5%). 


ointments Kept - SD/ND
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Changes for clinics that employed same day/next day scheduling practices were minimal (-1.3% for the control, 0.6% for the basic innovation, -0.5% for the augmented innovation) (Figure 7).



Percent of No Show - Overall
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There was, however, a 3.4% reduction in the no-show rate for the augmented innovation clinics, from 17.8% to 15.4%. It is worth noting that the augmented innovation group had a substantially higher no-show rate than the other two groups in the baseline year (Figure 8).
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In the standard scheduling clinics, the control group had a decline of 1.7%, from 18.5% to 16.8%.
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There was virtually no change in the no-show rate for the basic and augmented innovation groups among same day/next day scheduling clinics (-0.1% and 0.1%, respectively) and a 1.7% increase (from 7.7% to 9.4%) in the control group (Figure 10).



Recerts Kept - Overall
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As predicted by the hypotheses, the augmented innovation group did have a larger increase, 2.4%, in the proportion of recertification appointments kept than the basic innovation group did (0.1%). The control group experienced a 0.9% decrease in the proportion of recertification appointments kept (Figure 11). 
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The augmented innovation group among standard scheduling clinics had a 6.0% increase (from 51.3% to 57.3%), and had the highest proportion of recertification appointments kept in 2015-16, despite having the lowest rate in 2014-15 (Figure 14). 
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There was a reduction in the proportion of appointments kept in all three groups among same day/next day scheduling clinics: 2.9% in the control group, 1.8% in the basic innovation group, and 1.9% in the augmented innovation group 


Reinstatements - Overall
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Reinstatements increased for all three groups between the baseline and pilot years, but increased the most substantially for the augmented innovation group (13.7% for the control, 20.8% for the basic innovation group, and 31.7% for the augmented innovation group) (Figure 20). 



Reinstatements - Standard

250
171
100
92
| I

Control Group Basic Innovation Augmented Innovation

207

200

150

100

50

CDPHE
N\a

CO \=




Reinstatements - SD/ND
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Voluntary Terminations
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Terminations due to a failure to pick up the food benefit, a failure to provide proof (i.e., pay stubs, identification, or other required documentation), and a failure to reapply were classified as voluntary termination reasons. Due to the appointment reminders sent to the innovation groups and the information about the benefits of continued WIC participation sent specifically to the augmented innovation group, it should be expected that the number of voluntary terminations would decrease among both innovation groups, and increase more significantly for the augmented innovation group.  
 
Voluntary terminations actually increased 7.6% for the control group over the year-long period. This can be explained partially by the 6.7% decrease in enrollments. There was virtually no change (0.1% increase) for the basic innovation group. However, the augmented innovation group experienced a 6.4% decrease (Figure 24)
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Voluntary Terminations - Scheduling Type
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Key Insights

o 97% felt that the text/phone appointment reminders
should be provided to all Colorado WIC participants.

 90% agreed that the client feedback they received about the
pilot was positive

o 83% felt that the pilot improved the client experience.

e 63% also reported that staff time was freed up due to the
texting pilot
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Participating WIC clinics were asked to respond to a short survey regarding their experiences with the texting pilot to help the state office weigh the pros and cons of statewide implementation. The survey was designed to gather information about the feedback clinics received from clients, and assess staff perceptions of the client experience, interest in implementing the texting program on a permanent basis, and time saved due to the pilot. The survey was sent out to every staff member that worked in one of the 11 clinics which participated either the basic or the augmented innovation in January 2016. Staff were given eleven days to respond. 


Key Insights

 The largest impact associated with the texting innovations
was In the number of reinstatements in the innovation
clinics.

e Basic Innovation Group - 20.8% Increase In reinstatements

 Augmented Innovation Group - 31.7% Increases In
reinstatements




Questions??
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