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Background

Data collectors observed clinic flow in 25 WIC clinics during in-person site visits.
Observers documented clinic flow by creating a flowchart that recorded the typical activities
they observed while accompanying participants during their visit, including information such as
which WIC staff member conducted each activity (e.g., clerical staff, competent professional
authority [CPA]) and where the activity physically occurred in the clinic (e.g., waiting room,
office). Clinic flow data were collected to visualize differences in how clinics move participants
through the activities involved in a certification or recertification visit.

WIC NATS Final Report Part 2, Appendix F -



Clinic Flow - Clinic 1

Clinic Flow | Chart 1

Iz[ Participant enters clinic, takes
a number, and waits in the
waiting room.

Clerk calls out number and
participant goes to the window for
their initial intake.

Participant returns to the
waiting room.

After a brief wait, a lab tech will
take the participant to a private
clinic area where height and weight

measurements and bloodwork
are completed.

Participant returns to the
waiting room.

For participants who are pregnant
or breastfeeding, a peer counselor
will take them to a specific room for

Participant completes nutrition breastfeeding counseling.

assessment, education, and referrals
with a CPA.

Participant returns to the front
desk and receives an EBT card with
their benefits.
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Clinic Flow - Clinic 2

Clinic Flow | Chart 2

Participant enters through side door
and goes to the clerk’'s window.

Clerk conducts the eligibility
assessment and bloodwork.

Participant returns to the waiting

]EI rocm as the clerk messages the
CPA to let them know that the
client is ready.

After a short wait, the CPA takes

the participant to their office

where they take height and weight
measurements, conduct the nutrition
assessment, provide nutrition
education, and issue benefits.
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Clinic Flow - Clinic 3

Clinic Flow | Chart 3

Participant checks in at the front
desk for their appointment. The

clerk will check if they have an
appointment and will also conduct an
income certification.

After the participant is checked
]2[ in, they are escorted to a waiting
area, which is separate from
the check-in area. In the waiting
area, there are toys, books, and

other activities available for
children. The waiting area also
includes pamphlets and other
key resources for families.

CPA greets the participant and takes
them to a private room in the clinic.
The CPA collects height and weight
measurements and completes the
participant’s bloodwork.

CPA escorts participant to their office
and conducts the rest of the nutrition
risk assessment and education/
counseling with the participant in
their office. The CPA then issues

the benefits and schedules the next
appointment with the participant.
The CPA will also refer participants
for additional external or internal
services if necessary.

WIC NATS Final Report Part 2, Appendix F



Clinic Flow - Clinic 4

Clinic Flow | Chart 4

CPA prepares for
the appointment
by reviewing the

participant’s WIC

food redemptions.

Participant checks in at the front desk and
waits in the outer lobby area, which is used by
WIC participants only. Most participants wait

5 minutes or less. The lobby is small with 6
chairs and a table for children. The walls are
covered with educational posters and brochures
are available for participants to take.

When the clerk is ready, the participant is brought
to an inner waiting area to conduct the intake
assessment. The inner waiting area is comprised

of three chairs arrayed in front of the intake desk.
There is a box of toys for kids to play with. The
intake worker completes eligibility determination and
then rings bell to alert CPAs that the participant is
ready for their assessment. Both intake workers are
peer counselors; one is working on her CPA.

CPA greets the participant and takes them to the
measurement room in a private area in the clinic.
The CPA collects height and weight measurements
and bloodwork from the participant(s). The clinic has
one electronic hematocrit finger monitor, primarily for
adults. The clinic’s CPA can also do the hematocrit
test using the blood-drawn method, for children.

The CPA conducts the nutrition risk assessment and
education/counseling with the participant in their
office. The CPA then issues benefits and schedules
the next appointment with the participant. The CPA
will also refer participants for additional external or
internal services if necessary. The CPA will provide
participants with toothbrushes, pamphlets, divided
dinner plates for children indicating types of food to
eat, and an Amy Spangler breastfeeding package for
pregnant women.

Optional

Participants
may visit the
“shopping
room” to
retrieve donated
food, clothing,
or coats.
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Clinic Flow - Clinic 5

Clinic Flow | Chart 5

Participant arrives and approaches the clinic front desk
and is directed to one of four intake rooms.

Intake occurs at a desk in a small room that has a door,
but the back end is open to the clinic front desk area.
The clerk collects the participant’s income, ID, race, and

residency information.

]EI Participant returns to the WIC waiting room.

Clinic 1

After a short wait, a Nurse educator takes
the participant to a private measurement
room and completes the height and
weight measurements.

No blood work is currently being done at WIC
clinics in this state.

Clinic 2

After a short wait, the CPA takes the
participant to a private measurement
room and completes the height and
weight measurements.

No blood work is currently being done at WIC
clinics in this state.

Clinic 1
Participant may return to sit in the
waiting area, but generally only long
enough for the CPA to be told that the
participant is ready for the assessment.

The CPA escorts the participant to a private office for the
assessment. The CPA asks health questions, reviews
measurements/growth charts, asks food sensitivity
guestion and discusses any changes to food package,
lists the participant’s rights and responsibilities, writes
to EBT card, provides shopping list and education
pamphlets, and makes appointment in 3 months to refill
EBT card.

Optional

If nutritionist is at the clinic that day and the participant
could benefit from talking to the nutritionist, the CPA can
make a referral for an immediate appointment with the
nutritionist after the assessment is complete.
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Clinic Flow - Clinic 6

Clinic Flow | Chart 6

Participant enters the clinic and gees
to the clerk.

The clerk checks the
participant in and views their
identification documents.

The clerk explains rights and
responsibilities and determines
eligibility based on Medicaid
information and income.

Participant returns to the

waiting area.

Sometimes, the medical assistant
collects the height and weight
measurements prior to the
participant’s nutrition assessment
with the CPA.

CPA takes participant back to collect
height and weight measurements,
conduct the nutrition assessment,
and provide nutrition education

and counseling.
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Clinic Flow - Clinic 7

Clinic Flow | Chart 7

Participant enters clinic and checks
in with clerk.

]E[ Participant waits in waiting

room, while clerk sends Teams
message to CPA to alert them
that the participant is ready.

CPA takes participant to get height
and weight measurements at a scale
in the hallway.

CPA takes participant to their office
where they complete the participant’s
bloodwork and provide nutrition
education, counseling, and referrals.
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Clinic Flow - Clinic 8

Clinic Flow | Chart 8

Participant enters clinic and checks
in with the clerk, who conducts
the intake.

]E[ Participant waits in the waiting

room, typically for a short period.

CPA takes participant to the lab
to complete bloodwork and collect
height and weight measurements.

Participant receives nutrition
education, counseling, and referrals
with the CPA .
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Clinic Flow - Clinic 9

Clinic Flow | Chart 9

Participant checks in at the front
desk for their appointment.

]E[ After the participant is checked

in, they are then escorted to a
waiting area. In the waiting area,
there are toys, books, and other
activities available for children.
The waiting area also includes
pamphlets and other key
resources for families.

CPA greets the participant and takes
them to a private room in the clinic.
The CPA collects height and weight
measurements and completes the
participant’s bloodwork.

CPA escorts participant to their office
and conducts the rest of the nutrition
risk assessment and education/
counseling with the participant in
their office. The CPA then issues

the benefits and schedules the next
appointment with the participant.
The CPA will also refer participants
for additional external or internal
services if necessary.

There is a group education room
separate from the clinic area where
staff hold classes for young parents.
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Clinic Flow - Clinic 10

Clinic Flow | Chart 10

Participant enters the clinic area
and sits in front of the intake desk.
In the waiting area, there are toys,
books, and other activities available
for children. The waiting area also
includes pamphlets and other key
resources for families.

The clerk calls the participant to check
in. The participant provides identification
documents to the clerk.

]E[ Participant has a brief wait in front
of the intake desk.

The clerk takes the participant to the lab
to complete bloodwork and collect height
and weight measurements.

]E[ Participant has a brief wait in front
of the intake desk.

Participant goes to a private room to
have their income eligibility determined
by the clerk.

Participant goes to a private room to
see a CPA who conducts the nutrition
risk assessment, initial breastfeeding
assessment, nutrition education,
referrals as needed, and discussion of
food package.
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Clinic Flow - Clinic 11

Clinic Flow | Chart 11

Iz[ Participant enters the clinic and

sits in the outside waiting area. In
the waiting area, there are toys,
books, and other activities available
for children. The waiting area also
includes pamphlets and other key
resources for families.

Clerk calls the participant to check in.

EI Participant waits briefly in the
outside waiting area.

Participant goes to back room with the
Medical Assistant, who conducts the
income eligibility determination. The
Medical Assistant also collects height
and weight measurements for mothers
only. No blood work is currently being
collected at this clinic.

Participant waits briefly in the inner
waiting area.

Participant completes the nutrition risk
interview with the CPA who conducts

the risk assessment, breastfeeding
assessment and education if needed,
nutrition education, referrals as needed,
and discusses and issues food package.
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Clinic Flow - Clinic 12

Clinic Flow | Chart 12

Iz[ Participant enters the clinic and sits
in the outside waiting area.

Participant goes to registered nurse who
conducts the intake assessment.

]EI Participant waits briefly.

The registered nurse takes the
participant to a separate room and
completes bloodwork and collects height
and weight measurements.

The registered nurse takes the
participant to another room and goes
over their measurements and risks.

WIC NATS Final Report Part 2, Appendix F



Clinic Flow - Clinic 13

Clinic Flow | Chart 13

The participant enters the clinic and
takes a seat in the outer waiting
area. The waiting area has toys,
books, and other activities available
for children. The waiting area also
includes pamphlets and other key
resources for families.

The participant approaches the clerk
who completes the intake assessment.

The participant returns to the
waiting area.

The clerk escorts the participant to a
separate room. The clerk collects height
and weight measurements and conducts
the blood test. The clerk also discusses
breastfeeding, when applicable.

The clerk escorts the participant to
the CPA’s office. The CPA conducts the
nutrition risk assessment, provides
nutrition education and referrals, and
prescribes a food package.
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Clinic Flow - Clinic 14

Clinic Flow | Chart 14

Participant enters the WIC clinic and
checks-in at the front desk. The door
also has a bell to alert staff when a
participant arrives.

Participant takes a seat in
the waiting room. Participants
typically wait 5 minutes or less.

The clerk invites the participant to
the lab. The clerk collects height and
weight measurements and completes
bloodwork. The clerk also completes
the intake process in the lab with

the participant.

The clerk escorts the participant to
the CPA’s office. The CPA conducts
the nutrition risk assessment,
provides nutrition education

and referrals, and prescribes a
food package.
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Clinic Flow - Clinic 15

Clinic Flow | Chart 15

If the participant is pregnant,
they see the breastfeeding peer
counselor in one of the booths in
the waiting area.

If the participant is postpartum,
they see the registered lactation
consultant in a private office.

Participants enter an outer waiting
area, which is shared with other
offices, such as the county health
department, an immunization
clinic, and a dentist office, The
participant rings a doorbell to the
WIC clinic and takes a seat in the
waiting area.

The WIC clerk opens the door and
invites the participant into the internal
WIC-only waiting room. The clerk
verifies the participant’s income at one
of the semi-private booths.

A registered nurse escorts the
participant to a private room.
The nurse collects height and
weight measurements and
completes bloodwork.

]E[The participant returns to the
internal waiting room.

Option 1

If the participant is not high risk,
a CPA completes the remainder
of their visit. The CPA walks

the participant to their office,
conducts the risk assessment,
provides nutrition education,
prescribes a food packages, and
issues benefits.

Option 2

If the participant is high risk, a
registered dietitian completes the
remainder of their visit. The dietitian
walks the participant to their office,
conducts the risk assessment,
provides nutrition education,
prescribes a food packages, and
issues benefits.
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Clinic Flow - Clinic 16

Clinic Flow | Chart 16

Option 1

If the participant is not high risk,

a CPA completes the remainder

of their visit. The CPA walks the
participant to their office, conducts
the risk assessment, provides
nutrition education, prescribes a food
package, and issues benefits.

Participant enters the clinic and checks in with
the clerk at the intake desk. The clerk hands the
participant a number and a nutrition questionnaire.

The participant takes a seat in the waiting room
and waits for their number to be called. In the
meantime, they complete the guestionnaire.

The clerk calls the participant’s number. The clerk
completes the income verification.

EIThe participant takes a seat in the waiting room
until they are called to the lab by the health
support technician.

The health support technician collects the
participant’s height and weight and completes the
participant’s bloodwork.

The participant returns to the waiting room until
they are called by the next staff member.

Option 2

If the participant is high risk, a
registered dietitian completes the
remainder of their visit. The dietitian
walks the participant to their office,
conducts the risk assessment,
provides nutrition education,
prescribes a food packages, and
issues benefits.
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Clinic Flow - Clinic 17

Clinic Flow | Chart 17

Participant enters clinic and checks in
with the clerk at the intake desk. The
clerk verifies the participant’s income.

Participant takes a seat in the
waiting room.

CPA retrieves participant from
the waiting room. They go to the
lab where the CPA collects height
and weight measurements and
completes bloodwork.

CPA escorts client to their office.

CPA completes the nutrition risk
assessment and provides nutrition
education, counseling, and referrals to
the participant.
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Clinic Flow - Clinic 18

Clinic Flow | Chart 18

IzIParticipant checks in at the intake desk and

obtains a health questionnaire from the clerk.
Participant sits in the waiting room and completes
the questionnaire.

Clerk calls participant to the intake desk to review
eligibility. The clerk collects the health questionnaire
along with the participant’s ID and EBT card; the clerk
places these items in a folder for the CPA’s review. The
participant returns to the waiting room.

CPA picks up the participant’s folder from the intake
desk and reviews the participant’'s answers to the health
questionnaire in their office.

The CPA escorts the participant to the lab area and
collects height and weight measurements.

The CPA escorts the participant to the next rocm and
completes bloodwork.

The CPA instructs the participant to take a seat in
another waiting room. At this time, the CPA loads
benefits on the participant’s EBT card and completes
their documentation.

The CPA calls the participant into their office for a
brief visit.
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Clinic Flow - Clinic 19

Clinic Flow | Chart 19

Participant enters the county health
department building and checks in at the
front desk. The clerk messages the CPA
that the participant has arrived.

The participant takes a seat in
the waiting room, which is used
for WIC as well as other county
health services. The waiting room
is small, with 4 chairs, a table for
literature, and one children’s toy.

Participants typically wait for less
than 5 minutes.

The CPA enters the waiting room and
escorts the participant back to their
office. The CPA collects anthropometric
measurements, completes the nutrition
risk assessment, prescribes a food
package, issues benefits on an EBT
card, and refers the participant to
additional services.
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Clinic Flow - Clinic 20

Clinic Flow | Chart 20

Participant arrives at health department
building and goes to the WIC window to
check in for their appointment.

Participant takes a seat in the
waiting room. Wait times are
typically brief.

Participant is escorted to the lab for
height and weight measurements
and bloodwork.

Participant waits in the lab for
the CPA.

The CPA takes the participant to
their office and completes the
nutrition assessment.

Optional Step

If needed, breastfeeding
counseling may occur before or
after the nutrition assessment.

Optional Step

Participant may be asked to
take a seat in the waiting
room between breastfeeding
counseling and the

nutrition assessment.

Option 1

CPA loads benefits onto participant’s
EBT card in their office.

Option 2

Participant goes back to front desk
where the clerk loads their benefits
onto the EBT card.
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Clinic Flow - Clinic 21

Clinic Flow | Chart 21

Participant checks in with the clerk at the WIC-specific
front desk.

EI Participant takes a seat in the waiting room.

Clerk calls participant to front desk to verify income
and residency.

Clerk completes bloodwork, if necessary.

Clerk takes participant to a separate room to collect
height and weight measurements. There are chairs
outside this room for the participant to wait before and
after their measurements are collected.

The CPA retrieves the client and completes the
nutrition assessment. The CPA conducts the
assessment in a cubicle if there is only one
participant. The CPA uses the break room if there are
multiple people in the appointment.

If referred, the participant meets with
the breastfeeding peer counselor,
either in waiting room or in the

break room.

The participant returns to the front
desk where the clerk loads benefits
onto the EBT card.
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Clinic Flow - Clinic 22

Clinic Flow | Chart 22

Option 1

Participant goes directly to front
office and clerk loads benefits onto

their EBT card.

EI Participant enters the WIC clinic and takes a seat
in the waiting area.

A clerk calls the participant’s name. The participant
enters the front office where the clerk verifies
income and residency and completes the height and
weight measurements.

EIThe participant returns to the waiting area.

The CPA comes to the waiting room and retrieves

the participant. The CPA completes the nutrition risk
assessment, blood test, nutrition education, referrals,
and food package prescription in their office.

Option 2

If the front office is crowded or
busy, the participant takes a seat
in the waiting room. A clerk calls
the participant when they are
available to load benefits onto
their EBT card.
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Clinic Flow - Clinic 23

Clinic Flow | Chart 23

Participants take an elevator to a waiting
area. Once they arrive in the waiting
area, they must call the WIC clinic using
their cellphone.

WIC staff answer the call and open
the door for the participant. WIC staff
periodically look to see if anyone

is waiting.

WIC staff confirm the participant

has an appointment and collect the
necessary paperwork for the visit (e.g.,
hardcopy files).

The clerk checks the participant in,
verifies their income and residency,
and collects height and weight
measurements

Participant waits in an interior
waiting room.

The CPA takes the participant to their
office and conducts the nutrition

risk assessment, provides nutrition
education, and prescribes a food
package. If needed, the CPA also
provides breastfeeding counseling
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Clinic Flow - Clinic 24

Clinic Flow | Chart 24

The participant checks in at
the front desk and waits in

the lobby area. The clerk gives
participants a developmental
milestone checklist to fill out as
they wait.

Most participants wait for less
than 5 minutes. The lobby is
small with 5-6 chairs. The walls
are covered with educational
posters. There is a doorbell that
participants can ring if a clerk is
not at the front desk.

The CPA retrieves the participant
and escorts them to their office.

The CPA then collects the eligibility
paperwork from the participant and
hands it to the clerk.

The CPA collects height and
weight measurements outside in
the hallway, then completes the
participant’s bloodwork.

The clinic has one electronic
hematocrit finger monitor that does
not require blood to be drawn. The
clinic’s health nurse can also do the
hematocrit test using the blood-draw
method, if necessary.

The CPA conducts the rest of

the nutrition risk assessment,
education, and counseling with
the participant in their office. The
CPA then issues the benefits and
schedules the next appointment
with the participant.

OPTIONAL STEP

If the CPA is delayed with
another participant and the wait
will be longer than 5 minutes,
the clerk may bring participants
with children to the playroom to
wait instead.

While the CPA conducts the
remainder of the visit, the clerk
verifies the participant’s income
and residency.

If a participant received SNAP or
Medicaid but does not have all the
required paperwork, the clerk must
contact the state to verify eligibility.
This process can take from 2 hours
to 3 days.

The clerk brings the paperwork back
to the CPA's office and returns it to
the participant.

OPTIONAL STEP

Some participants may be referred
to the clinic’s health nurse at the
time of visit for immunizations, birth
control, etc.
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Clinic Flow - Clinic 25

Clinic Flow | Chart 25

Clinic 1 and 2
Participant enters clinic.

Clinic 1

There is no front desk, so the
participant takes a seat in the
waiting room. A bell rings when
the clinic door is opened to alert
the CPA that the participant

has arrived.

Clinic 2

Participant checks in with the
clerk at the front desk. The
participant then waits for the CPA
in the waiting room, if necessary.
Most participants waited for less
than 5 minutes.

Clinic 1 and 2

CPA retrieves participant from waiting area and
collects height and weight measurements in

the hallway.

Clinic 1 and 2

CPA takes the participant to their office and conducts
the remainder of the visit.
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