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Program Maintenance Effective Date: 11/02/2016
Processing Timeframes and Appointment Scheduling

PURPOSE: To provide procedures for scheduling applicants and clients for certification

appointments according to Federal Regulation and consideration of clients’ needs.
To provide notification to pregnant applicants who miss their appointment of the
opportunity to reapply.

A. POLICY

1.

Local agencies must schedule applicants/clients within the following timeframes,
with consideration of client needs:

a. Pregnant women, breastfeeding women, infants and homeless individuals,
migrant farmworkers and their families must be notified of their eligibility or
ineligibility within 10 calendar days of the date of first request for Program
benefits.

b. All other applicants must be notified of their eligibility or ineligibility within 20
calendar days of the date of the first request for program benefits.

The timeframe for appointment scheduling of applicants begins when the client
contacts the agency (in person or by phone during clinic office hours) to request
program benefits and schedule an appointment.

To ensure that accurate records are kept of the date of application, the agency must
create a record with the applicant’s name, address and telephone number (if
applicable) and schedule an appointment (or place the client on a waiting list) in MI-
WIC.

Transferring individuals within a valid certification period, regardless of priority
ranking, must be offered an appointment within 20 calendar days or as early as
possible, so as not to interrupt program benefits. At the end of the certification
period, the client will be ranked according to status and priority. (See Policy 3.04
Transfers)

The local agency must accommodate employed applicants or clients with a scheduled
appointment for participation in the WIC Program for themselves or on behalf of
others so as to minimize the time absent from work (even if the agency does not
usually schedule appointments).

Scheduling outside of required timeframes: If appointments are not available within
processing standard times, staff must record in MI-WIC that it was not the applicant’s
choice to schedule the appointment outside of the policy requirements. If an
applicant/client chooses to be scheduled outside of the 10/20 day requirements, staff
must document this in the client’s appointment record.
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When a waiting list is in effect for the applicant’s category the local agency must
notify applicants of their placement on the waiting list (and right to a Fair Hearing)
within 20 calendar days of their request for benefits. (See MI-WIC Policies 1.04 Fair
Hearing Procedures for Clients and 3.02 Waiting List Maintenance)

All pregnant women applicants who miss the first appointment to certify for the WIC
Program must be contacted in order to reschedule the appointment. MI-WIC sends a
missed appointment reminder to all clients who are not marked as attended for an
appointment, and who do not have an attended appointment within 7 days of the
scheduled appointment.

Note: If a pregnant woman has requested no mail contact, the local agency must
contact her by telephone to reschedule the first missed certification appointment.

Local agencies must monitor clinic flow and appointment “show” rates to maximize
customer satisfaction and clinic efficiency (See Guidance #3-6).

B. GUIDANCE:

1.

Appointment notifications are available through the MI-WIC and All Call/Autodialer
systems.

a. For clients with appointments scheduled at least 10 days before the appointment
date, a postcard appropriate for the appointment type is sent.

b. If the autodialer feature is activated by the clinic, clients with appointments
scheduled at least 48 hours before the appointment are called or texted to remind
them of their appointment. This feature is activated by the MI-WIC scheduler at
the clinic level (MI-WIC Admin/Scheduler/Autodialer).

c. Client notifications are not made when the client has a “no mailing” status
designated.

In some area where clinics meet infrequently, applicants may be offered an
appointment for certification at another clinic site in order to meet processing
standards.

Clients listed on the “Clients Eligible for Benefits Report” without appointments are
currently eligible for benefits and should be contacted to offer a new appointment or
to complete a wichealth.org module, if appropriate, prior to loading benefits.

Appointment show rate information is helpful in monitoring caseload. Show rate
information should be used to adjust clinic schedules to maintain enrollment
sufficient to support base caseload allocations. If show rates are below expectations,
additional appointments can be scheduled to maintain caseload.
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References:

To improve show rates, clinics should contact applicant/clients several days ahead of
the appointment date and confirm the appointment the day before the appointment
date (if possible). Clients who miss appointments should be contacted and invited to
reschedule their appointment. MI-WIC functions are available to automatically
perform these contacts. As long as the client is not designated “do not mail”, and
appointments are scheduled in MI-WIC, they will receive postcards and or text
messages informing them of their upcoming or missed appointments. Clinics are also
able to call clients in advance of their appointments by activating the Autodialer
function.

Show rates may also be used to support the need for non-traditional clinic
appointment hours, (i.e., evenings, Saturdays, lunch-time). Clinic staff can review
show rates during these periods and determine if they are meeting expectations.

Clinic management through use of show rate information can affect:

a. Staffing

i. Lunch breaks may be staggered to maintain services during the lunch
period.

b. Schedule modification

i. Clients should be asked about day, date and time preferences prior to
scheduling an appointment.

ii. Poor show periods may be “double” or “triple” scheduled to allow for
show rates (e.g., early morning appointments which usually have a poor
show rate).

iii.  Clinics should periodically be evaluated to maximize client satisfaction
and clinic efficacy by:

Reviewing Autodialer Call Results report

Contacting clients from the Clients Eligible for Benefits report
Patient flow analysis/clinic flow improvement

Customer service evaluation/survey

Providing same day appointments

Coordinating appointments within the agency between family
members and other services to minimize the number of clinic visits.
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WIC Federal Regulations 7 CFR 246.7 (b)(4)(5)
WIC Federal Regulations 7 CFR 246.7 (f)(2)
USDA WIC Policy Memo #2016-4

Cross References:

1.04

Fair Hearing Procedures for Clients

3.02 Waiting List Maintenance
3.04 Transfers
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