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Every year in May, WIC conducts Patient Satisfaction Surveys to determine:

 Satisfaction

 Were questions answered by staff appropriately

 Was staff respectful

 What you liked the most and liked the least about your visit

Responses to these surveys help the WIC program to improve customer satisfaction 
through decreased clinic wait times and increased efficiency of services.  

Patient satisfaction surveys resulted in low ratings due to: 

WIC wait times; speediness of registration; mistakes during issuance and appointments; and misinformation.
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In spring 2011, registration and checkout procedures changed at 
Public Health Clinic North.  

This allowed for patients to leave the office of the nutritionist with 
no checkout process.  

In May 2012, the check-out process became even quicker with the 
transition of benefits from vouchers to an EBT system known as 
e-WIC.     
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In previous years, the majority of survey comments resulted in having 
to wait too long to receive benefits.  

The satisfaction rate of previous surveys would average from 75-85%.  

During the 2012 review, survey results showed 100% satisfaction.  

In addition, 99.9% showed clients thought staff was respectful 
and helpful, while 99.5% thought staff answered questions and 
addressed concerns appropriately.

act
the final stretch

Since WIC has changed registration and checkout procedures, our 
patient satisfaction scores have increased.  Participants have been 
able to present to clinic, register, see a nutritionist, and be issued an 
appointment and benefits without having to wait and with minimal error.  

In the fall 2011, Franklin County developed similar procedures and have 
benefited from the new approach by becoming more efficient.

In October 2012, WIC management from Jefferson and Madison 
counties came to the LFCHD to see how the transition has benefited 
the WIC program in order to make strides in their own communities.

In March 2013, Stephanie Mayfield Gibson, Kentucky Department for 
Public Health commissioner, presented the Commissioner’s Award 
for Quality Improvement to LFCHD in recognition of outstanding 
performance for improvements in the WIC delivery system.

getting started

problem

AIM statement
An opportunity exists to improve the results of WIC Patient 
Satisfaction Surveys beginning May 2008 with WIC Clinic 
and Health Services Clinic working together (registration, 
issuance and check-out) and ending May 2012 with a complete 
separation of services. This effort should improve patient 
satisfaction and wait times, and decrease amount of mistakes 
made in order to improve overall efficiency of the WIC Clinic 
for patients and staff. This process is important to work on now 
because it will meet the demands for services and allow more 
patients to be seen. 

The baseline measurement is defined as the following 
metric: Patient Satisfaction Surveys will improve from 85% 
to 90% by June 2012.

examine current approach
Prior procedures in registration and checkout resulted in 
numerous mistakes for WIC patients including:
 • receiving wrong appointment times with families 
         being split up, 
 • inaccurate status and issuance of benefits, 
 • and prolonged wait times.

Decrease the wait time for WIC patients and become 
a more efficient clinic by allowing WIC to have their own 
registration staff and changing registration and checkout 
procedures.

potential solution

WIC Patient Satisfaction Story Board
(Women, Infants & Children)


