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Improving WIC Farmer’s Market Redemption Rates
PLAN
1. Team
Laura Spaulding, Janet Harris, Alejandra Talavera, Grace Kennedy, and Cherstin Callon.
2. Identify the Problem
Redemption rates for the WIC Program Farmer’s Market coupons provided by the State have been on a downward trend since 2009.  The Farmer’s Market coupons are given on a first come, first served basis and there are 780 booklets available for 2013.  The booklets consist of 4, $5 coupons to be redeemed at local Farmer’s Markets.  The previous redemption rate for 2012 was 63.22%.  Those coupons that go un-used result in a waste of food dollars, waste of nutritional benefit (fresh fruits and vegetables), could negatively affect local farmers, and affect the potential for Deschutes County WIC program to get additional coupons if more booklets are utilized.
AIM Statement: Increase Farmer’s Market redemption rates from 62% to 80% by October 31, 2013.
3. Examine the Current Approach
Current Workflow:

WIC staff distribute Farmer’s Market coupon booklets at various locations’ distribution events on a first come-first served basis beginning in June of each Farmer’s Market season.
Baseline Data: Annual Redemption Rates
· 2012: 63.22%
· 2011: 69.94%

· 2010: 72.07%

· 2009: 75.96%
Brainstorming Root Causes
	Root Cause
	Amount of Control over Cause

	Clients forget
	High – we can help the client’s to remember to use their coupons

	Inconvenient location, parking, FM hours
	Low – we can’t control the location, etc.

	Perceived as higher expense of goods for price
	Low – we can’t change the price of the FM fruits and veggies

	Clients don’t realize the value of the coupons
	High – we can educate clients on the value


4. Identify Potential Solutions

Potential solutions included:

· Client reminders to use their coupons.
· Inform clients of the value of the coupons and what they are able to purchase with them.
· Inform clients of the low redemption rates for redeeming the coupons

5. Develop an Improvement Theory
If clients are aware of the value that the Farmer’s Market coupons provide and are reminded to use them, the redemption rates for redeeming the coupons will improve. 
DO

In response to our improvement theory, we implemented the above listed improvements by June 2013.
6. Test the Theory
The following improvements have been made in response to our improvement theory:

Client Reminders:

· Postcard reminders that clients address themselves when they receive their coupons.  Includes the statement: “this is my pledge to use my Farmer’s Market Coupons”

· Bulletin Board in main office lobby during August/September with a reminder: “Did you use your Farmer’s Market coupons?”

Value:

· Sign at distribution event: “Did you know?” (only 2/3 of coupons get used, will you help us get to 100%?)
· Basket example of what can be bought for $20 at the Farmer’s Market.
· Verbalize value by telling clients that if they can’t commit to using their coupons they could go to someone who will use them, etc.
CHECK
7. Check the Results
The redemption rate for the Farmer’s Market coupons for 2013 is 75.56% resulting in a 12.34% increase.  Given this result, we determined that our interventions resulted in an improvement even though the goal was of 80% redemption was not met.  Given that this was the first formal attempt to improve redemption rates, we are anticipating additional improvements in the next Farmer’s Market season if we continue and expand our efforts.
ACT

8. Standardize the Improvement or Develop New Theory
Our improvement efforts resulted in an improvement in redemption rates, however we would like to conduct a survey for clients to determine solid root causes for not redeeming coupons, which could change our improvement theory.
9. Establish Future Plans
We will continue our improvement efforts that have been implemented and also create and conduct a survey February-April 2014 for clients to determine why they are not redeeming their Farmer’s Market coupons to determine additional potential root causes and discuss at the WIC Retreat in May 2014.
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