WIC Case Study: Michigan

WIC Agency Profile

Michigan WIC serves approximately 206,000 women, infants, and children through 47 local agencies
and over 200 clinics across the state.

Project Description

Challenge

Goal

Strategy

Outcome

WIC
Connect
Features

Establish Online
Appointment Scheduling

Michigan WIC sought to reduce barriers that
impede clients’ access to WIC services.

Increase ease of scheduling WIC
appointments and accessing WIC benefits

The program launched the Michigan WIC
Connect Mobile app. New clients can
schedule and existing clients can request
appointments directly through the app without
having to contact the clinic during business
hours. The app also allows clients to access a
list of their current WIC food benefits and use
a UPC scanning tool to verify in the store
whether a food is WIC-approved and whether
they have benefits remaining for that item,
before proceeding to a register.

For staff members, the appointment
scheduling feature was the most popular WIC
Connect feature, as it allowed clients to set up
appointments quickly and easily.

Key Takeaways

The Michigan WIC program
sought to improve
appointment scheduling
options by:

* Allowing applicants to
schedule initial
certification
appointments through
the WIC Connect app
and

* Allowing participants to
request recertification
appointments through
the app.

As a result of these changes:

* Appointment scheduling
became the most
popular WIC Connect
feature for staff
members.

For clients, the UPC scan feature was the most popular WIC Connect feature and

improved their shopping experience.

What is WIC? PDF forms

Am | eligible? Family information UPC scan
Clinic and stores maps Benefits Resource links
Schedule appointment Broadcast messages



Michigan WIC Connect Mobile App:
Appointment Scheduling

= Schedule Appointment < Sack clinics “

*When would you like to come in for an appointment? Grand River Clinic - Head Start Building 1.70 Mi
LSearcn for an available appointment between these Grand River Elementary School - Head Start Building,
Lizzei) 1107 E. Grand River Avenue, Room 104, Lansing, M,

Start Date 04/26/2018 48206
Ph : 517-887-4326

End Date 05/01/2018 MSU 3 Mi
Spartan Village, 54 Crescent Rd, 1612-D, East Lansing,

Morning Afternoon Any time ':': ‘;372;37 |
. Hello Nikki
*Select a clinic (miles show how far from you) Ingham County HD 3.40 Mi
h kel

Test Clinic 1 = 3382:“1 LS PO EE S test, nikki has scheduled appointment on
Ph: S17-887-0326 04/26/2018 at 11:00 AM )
Test Clinic 1 3.40 Mi
320 South Walnut Street, WIC Program - 6th Floor South,
Lansing, MI, 48913
Ph : 5655-555-5555
State Road Clinic 390 Mi
1141 E. State Road, Lansing, MI, 48906
Haslett 8.20 Mi
New Hope Church, 1340 Haslett Road, Haslett, MI,
48840
Ph : 517-887-4461
Mason 1230 Mi
Hilliard Building, 121 E. Maple Street, Mason, MI, 48854 h ""‘""9
Ph : 517-887-4481 \ v
Shaftsburg WIC Office 1430 Mi Family Info Schedule  ypat will you need

Search 9 E Appeintment

Woodhull Township Hall, 7315 West Beard Road,
I —— e —

Info

Please bring ID for yourself and the
person you are enrolling, proof of
current address and household income
or MIHealth/Medicaid cards. For a
pregnant woman, also bring proof of
pregnancy.

Ok

Lessons Learned

Throughout the implementation process, Michigan WIC developed a deeper understanding of
security measures needed to implement participant-facing technology and the time that agencies
need to review, inspect, and approve new technologies.

Leveraging familiar technology proved an effective way to communicate with participants and
ultimately improve their WIC experience.

Michigan WIC also learned the importance of reviewing policies and procedures for similar
applications across the state. While the WIC Connect app met all security standards and policies, it
had a different login method than mobile apps from other government divisions and programs across



Michigan. The program subsequently had to change its own login method to match.

Next Steps

The app will continue to be updated with enhanced features to improve clients’ experience. This
includes adding nutrition assessment questions to speed the certification appointment and adding
recipes to help clients better utilize all of their WIC food benefits.
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