	Caseload Improvement Planning Document 
	1



	Issues
	Impact on caseload
	Considerations/Concerns for our agency
	Proposed solutions 

	Accessibility

	Phone wait times
	Phone contact is the primary communication with participants. Most calls are requesting appointments. Inability to reach staff may mean fewer appointments scheduled or rescheduled.


	
	

	Office hours
	Additional office hours would increase accessibility for participants.


	
	

	Clinic location
	Convenient locations increase accessibility for  participants


	
	

	Appointment availability


	Once participants can access the clinic, appointments need to be available to offer. If appointments are not available, they may not call again or return to the program. 


	
	

	Other…


	
	
	

	Retention 

	Show rates
	Higher show rates mean fewer appointments are missed or canceled so fewer appointments are needed for rescheduling. Clear communications regarding appointment times can increase show rates.


	
	

	Customer service
	Participants may not return if they do not feel welcomed or respected.


	
	

	Participants without vouchers
	Participants who are certified but have not received vouchers will not be counted toward participating caseload. Reducing the number of vouchers held for missed appointments, proofs, medical documentation, etc., increases the participating caseload.


	
	

	Second nutrition education contacts
	Adequate options for second nutrition education contacts encourage participation on an ongoing basis.


	
	

	Other…


	
	
	

	Utilization of Resources

	Staff 
	Staff time dedicated to tasks other than direct service reduces appointment availability. 


	
	

	Other…


	
	
	

	Outreach

	Outreach and marketing 
	Effectively marketing WIC services to our community and collaborating with community partners helps to bring in new participants.
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