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Oregon WIC Program 

• 45 state program staff 

• 36 local agencies 

• 94,000 participants per month 

• Fixed (calendar) month benefit issuance 

• 470 grocery vendors 

• 72 pharmacy vendors 

• 542 farmers 



Oregon eWIC Project 

• Processor is FIS-CDP  

• Pilot September 14 – December 14, 2015 

• Rollout January 19 – March 7, 2016 

• Last vouchers spent by June 30, 2016 



Some Tips for Success 



Get Ready… 



Clinic eWIC Readiness Toolkit (CeRT) 

Sections include:  

• Introduction  

• Conversion and participant notification  

• Appointment scheduling and caseload management  

• Clinic flow  

• Equipment – current and new  

• eWIC cards and inventory  

• Participant materials  

• Partner notification  

• Policy changes  
 



Clinic eWIC Readiness Toolkit (CeRT) 

Resources include:  

• Readiness Activity Timeline 

• Task Checklist 

• Webinars 

• Monthly Technical Assistance Conference Calls 

• Glossary of Terms and Acronyms 

http://public.health.oregon.gov/HealthyPeople 
Families/wic/Pages/ewic-toolkit.aspx 
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Readiness Activity Timeline 



Task Checklist 



Get Set… 



Webinars 

• Live 

• Recorded and made available on our website 

• Compiled questions from live versions into 
FAQ document 

• 10 Topics 
 

http://public.health.oregon.gov/HealthyPeople 
Families/wic/Pages/ewic-webinars.aspx 
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Webinars 

1. eWIC Basics 

2. eWIC in TWIST 

3. Conversion Plan and Participant Notification 

4. Appointment Scheduling and Maintaining 
Caseload during Conversion 

5. Changes that Impact Clinic Flow 



Webinars 

6. Vendor Perspective and Shopper Education 

7. Outreach Planning for Partners 

8. Formula Warehouse – Managing Formula 
Orders 

9. Conversion Changes in TWIST for eWIC 

10. Celebration of Pilot and Report from Pilot 
Agencies on Conversion and Lessons 
Learned 



Monthly Technical Assistance Conference Calls 

• Facilitated by state staff 
 

• Provided local agency staff the opportunity to 
ask questions about eWIC readiness and 
implementation and get ideas from other local 
agencies 



Glossary of Terms and Acronyms 

 



Glossary of Terms and Acronyms 



GO! 



Local Clinic Staff Trainings 

• Trained all 300+ local staff face-to-face 

• 6 state trainers, trained in pairs 

• 1 day trainings 

• Held simultaneously at state office in Portland 
and regionally throughout the state 

• 8 week rollout training schedule 



Local Clinic Staff Trainings 

• Trained 2 weeks prior to agency go-live 

• Trained using TWIST Training database 

• Local staff went back to clinics and practiced 
in TWIST Practice database 





Training High Level Flow 

• Convert participants 

• Issue card(s) 

• Assign and Issue benefits 

• Print Benefits List with aggregated family 
benefits 

• PIN card(s) using IVR or web portal 

• Shop using training stand beside POS device 

• See how shopping is reflected in the family and 
participant records 

 



Detailed Training On: 

• Card deactivations and replacements 

• Modifying benefits 

• Category changes 

• Formula exchange/replacement 

• Formula Warehouse orders 

• Troubleshooting and what can be handled 
over the phone vs. in person 



Point of Sale Devices at Remote Sites 

• Had 2 devices linked to Training database 

• Both programmed for Ethernet + phone 

• 1 with phone 9 + number 

• 1 with phone direct dial 

• Have a plan for shopping to occur if the device 
doesn’t work at your remote site! 



Participant Resources 

• Very helpful for local staff to become familiar 
with participant customer service resources 

– Toll-free customer service line 

–Web portal 

–WICShopper smart phone app 

– Store receipts 



Retail Vendor Trainings 

• Invite local agency staff to attend 

• Helpful for local staff to see eWIC in the 
stores 

• Helpful for vendors to get their clinic 
process questions answered 

• Great for relationship building 



Lessons Learned from Pilot Clinics 

• Add 5-10 minutes per appointment during 
rollout 

• Shorten number of appts/day by 2-3 

• Consider cutting back on the number of 
classes during rollout 

• Re-evaluate scheduling within first few 
weeks 



Info to Share with Participants 

• WIC is first tender type 

• Juice issues (48 vs. 64 oz group frozen options) 

• Baby food (balance by oz not jars) 

• Milk fat % 

• How to report issues with shopping and 
benefit balance 

 



Visit our website for resources: 
 

http://public.health.oregon.gov/HealthyPeopleFamilies/
wic/Pages/index.aspx 

 
 

(eWIC “showcase” in Portland, Oregon coming soon!) 
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Thank you!  
 
 

Kim Word 
Oregon eWIC Project Manager 

971-673-0069 
kimberly.m.word@state.or.us 
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