
modernizing nutritional 
support access

redefining and shaping a new vision for how 
New York delivers the WIC experience 

My role: Service Design Lead | Research & Strategy | UX Designer
My team: Theo Gibbs, Gabrielle Solis, Rebecca Michelson, Diego Echeverri, Mike Samawi, Crystal Ibarra 

Client: New York State Department of Health



modernizing nutritional 
support access

the goal
Support New York State Department of 
Health (NYSDOH) in piloting a live chat 
program as a mechanism for WIC 
feedback.

Identify opportunities to
improve the WIC participant experience.
● Conduct participant and staff 

research through interviews, user 
testing and shadowing

● Map out the experience of 
participants and staff using WIC

● analyze live chat transcripts as a 
means to gather data on client 
support needs 

the opportunity:
Improve WIC benefits enrollment, support, 
and retention in New York by improving 
the WIC digital experience through a series 
of modernization ideas and efforts..



about WIC
WIC is a program that supports pregnant 
individuals, breastfeeding parents, caregivers, and 
their children under five by providing access to 
healthy food, nutrition education, and 
breastfeeding resources.

There’s a growing desire to improve the way the 
program is delivered in NY to drive enrollment and 
sustainable retention.

Only 44.8% of eligible young children age 
1-4 participated in WIC in 2022, while 
68.6% of eligible infants participated
(NYSDOH, 2024)

1. In Nearly Every State, People of Color Are Less Likely to Own Homes Compared to White Households
2. Albuquerque program aims to increase Black homeownership



our approach:

Usability testing:
Tested the website to
evaluate the access 
and comprehension of 
resources for
participants

2 rounds of usability 
testing (as of now)

Transcript Analysis:
Track emerging 
themes and data in 
live chat conversations

Over 400 chats 
analyzed

Agent Feedback:
Met with live chat 
agents weekly to learn 
about what was and 
wasnʼt working

Weekly 1 hr meetings 
from Oct. 2024-Feb 
2025 led by our client 
success manager

Quant Data: 
Reported on live chat 
performance metrics

Survey data analyzed 
by our solutions 
engineer

Interviews:
Spoke with  WIC
Participants and local
agencies to gather 
feedback on their WIC 
experience

12 interviews, 
6 local agency 
shadowing

https://miro.com/app/board/uXjVNNm4d90=/?share_link_id=955336106783
https://miro.com/app/board/uXjVNNm4d90=/?share_link_id=955336106783


my role:

research
● helped draft the interview guides
● created visual artifacts for interviews (mock ups)
● helped build and analyze user tests.
● facilitated interviews and shadowing

service design
● designed  the current-state and future state 

service blueprint based on learnings
● facilitated workshops with stakeholders
● support development of final set of 

recommendations

ux design
● designed research-backed, and accessibility 

standards-informed screens for a mobile-first 
and easier to navigate NY WIC website



the research

understanding 
the current 
experience WIC 
participants and 
staff



learning goals:
We approached research with the following goals:

LEARNING GOALS:

We sought to understand:

AWARENESS OF WIC:
How do people interested in applying  learn about WIC, 
understand eligibility and navigate the certification process

USING AND MAINTAINING BENEFITS:
How people use their benefits, how they shop, how they, 
navigate common concerns and questions and how they 
renew benefits

USING DIGITAL TOOLS:
How people navigated the website, the Wanda Chatbot on 
the website and livechat



the overall wic journey



participant engagement

participant interviews pt 2: beyond live chat
Thinking of how we could provide more value to NYSDOH, we then pivoted to talk more broadly about the 
holistic WIC experience. We spoke to 7 individuals about their current WIC experience and explored 
future opportunities that NYSDOH had on a modernization roadmap

participant interviews pt 1:

First discussion guide 
was mostly about the  
live chat experience

We spoke with 5 
people about their 
experience

Overall, livechat was a good experience. CSAT scares 
were at 3.4 out of 4 stars. current state experience

exploring future opportunities



participant engagement

user testing:

We also conducted user tests 
with 3 groups of users:

● 4 unenrolled 
participants

● 4 enrolled 
participants

● 3 participants who 
need to recertify

The website had a major navigation bar issue that made it hard to navigate. We gave NYSDOH some 
initial feedback, they made some changes, and then we ran the user tests again.

We are now supporting them in making changes to the website

design critique:

we also brought the website to our UX and Service 
designers to get feedback on the content and design:



local agency shadowing

local agency shadowing

we also visited local agencies, who are help deliver WIC services to clients at the local level. They get participants certified and 
recertified, and offer support through nutrition and breastfeeding education, answering questions, and connecting people with any 
additional support services. This helped us build in the local agency experience on our blueprint

what we learned:
OPERATIONAL INCONSISTENCIES ACROSS AGENCIES
Local WIC agencies use different documentation systems, workflows and 
policies create inefficiencies and difficulties in standardizing processes.

CERTIFICATION AND RECERTIFICATION CHALLENGES
Major hurdles exist in obtaining and uploading required documents, 
especially proof of income and medical forms.

CLIENT BARRIERS TO ACCESSING BENEFITS
Logistical  barriers (like transportation, work schedules)  significantly impact 
WIC utilization, and many participants have difficulty shopping with WIC 
benefits and understanding food packages.

APPOINTMENT SCHEDULING CHALLENGES
Missed appointments are a persistent issue, despite staff effort in sending 
reminders via text, email, and mail.



challenges and reflections

livechat is great so…
Overall, responses about the experience of 
using live chat was positive. However, usage 
volume was low, and it was primarily being 
used to refer people to their local agency.

beyond live chat
Thinking of how we could provide more 
value to NYSDOH, we then pivoted to talk 
more broadly about the holistic WIC 
experience, and explored future 
opportunities that were on the NYSDOH 
modernization roadmap. This roadmap 
detailed ideas NYSDOH was considering to 
improve the WIC experience.

We validated those ideas through interviews, 
and used them to envision the future state 
blueprint



the envisioning

beyond 
livechat: 
mapping the 
current state 
and building 
the future 
experience



the current state blueprint
All of these learnings helped us build the current state blueprint, a participant centered map that detailed the experience of a WIC 
participant, the staff that support them in their journey, and the tools and technology used at each step or stage in the journey.

Homebuying Journey 

TrustThe current state blueprint helped us 
identify opportunity areas which we paired 
with NYSDOH’s modernization ideas in 
order to eventually design a future state 
blueprint that addresses these 
opportunities.   



blueprinting process
blueprinting development

5 interviews on live chat

elements of the blueprint

7 current state experience  
and future opportunities 
interviews

1 feedback session with live 
chat agents

6 local agency visits



Homebuying Journey 

Trust



Homebuying Journey 

Trust







🌟key takeaway 1:
Most people came to live chat to apply for WIC. But since state-level DOH staff can't certify 
participants, live chat added an inefficient extra step for participants.

live chat transcript data:
48% of chats were participants seeking certification or 
eligibility support.

Application guidance and eligibility information were the most
frequently-used resources by live chat agents

Transcript analysis showed 20% of chats focused on WIC 
application support specifically

Live chat agents had limited ability to directly resolve 
participantsʼ certification needs, and so recommended that 
they speak with a local office.

41% of overall chats ended in a local agency referral.



🌟key takeaway 1:

testing an online eligibility tracker and 
online application: Local Agencies Ask: Will an Online 

Application Save Time?

Potential Benefits
✅ Could streamline the certification process 
if clients submit all required info & documents 
upfront
✅ May reduce administrative workload at the 
first touchpoint

Key Considerations
📝Incomplete Applications = Delays. If clients 
submit partial info, follow-ups could negate 
time savings

📝Efficiency Gains Depend on Execution. A 
well-designed application process could 
improve workflows, but poor implementation 
could create additional burden

Client quote: “I mean this (online application prototype) is beneficial for me. 
I wish this was existed back then, back in the day when I first started...I'm not 
going to be sitting there looking lost trying to figure out what they're asking 
me. Seems pretty simple. [An online application] is just much easier… you 
work at your own pace as well.”

We conducted remote interviews and in-person field visits with local agency staff to test out 
screens we designed that looked at things like an online application, uploading documents 
and more.



🌟key takeaway 1:

using prototypes to learn from participants and local agency staff

We conducted remote interviews and in-person field visits with local agency staff to test out 
screens we designed that looked at things like an online application, uploading documents 
and more.



💡opportunity 1:
Enhance Online Tools to Increase Speed
and Efficiency of WIC Certification

recommended solution:
● Create a more user-friendly WIC pre-screening tool and chatbot support to:

○ Enable participants to apply and upload certification documents online
○ before scheduling a certification appointment
○ Schedule appointments with local agency



🌟key takeaway 2:
Participants with general questions can likely be more effectively served through expanded 
self-service tools and improvements to Wanda, the WIC website chatbot

live chat transcript data:
People are using live chat for easy-to-answer
general questions

● Nine of the top ten live chat tags used by agents were 
related to general support needs that self-service tools 
could help address including:

○ Eligibility pre-screening
○ WIC office locations
○ Referrals for certification
○ Appointment scheduling
○ Documentation requirements



🌟key takeaway 2:
Participants with general questions can likely be more effectively served through expanded 
self-service tools and improvements to Wanda, the WIC website chatbot

Local Agencies handle a high volume of common 
questions that could be proactively addressed

TOP QUESTIONS INCLUDE:

💲 Income Eligibility – Who qualifies & required 
documentation
🥦 Food Packages – Whatʼs included & substitution rules
📱 WIC2Go Troubleshooting – App issues & navigation 
support
💳 Card & Benefits Issues – Balance inquiries, lost/stolen 
cards
🛒 Shopping & Benefits Use – Approved items & checkout
process
📍 Store Locations – Where to shop & authorized vendors
🍼 Infant Formula Coverage – Whatʼs provided & availability
🔗 Referrals to Other Social Services – Connecting clients to
additional support

What were some common requests on live chat?

Eligibility 
● “I want it to know if Iʼm eligible for wic I donʼt work but I 

babysit. Iʼm currently 9 months pregnant”
● "I have Medicaid and also my twins that I just had on the 2nd 

have Medicaid
● does that automatically qualify me?

Benefit Utilization Requests: Lost cards, WIC2Go access, 
transferring benefits, appointment needs

● “I have lost the family WIC card. I'm looking for a link or a 
number to report it lost and to seek replacement.”

● “I am struggling to log in in the wic2go application”
● “hello, i wanted to apply for wic here in ny, i just moved here 

and had wic in TN. is there any way i can transfer it?”
● “I have an in person appt today to apply for wic...what do i 

need to bring with me”



💡opportunity 2:
Expand Self-service Tools For Faster 
and Easier WIC Access

recommended solution:
● Expand self-service options by improving website resources 

and chatbot capabilities to provide quick and easily 
accessible answers to the most common participant 
questions, such as:
○ Am I eligible for WIC?
○ WIC2GO app troubleshooting
○ Lost or stolen WIC cards
○ WIC office locations
○ Documentation requirements

🌟See the next slides for proposed screens I designed as part 
of the expansion of self-service tools 🌟

if live chat exists, it should only 
address case-specific inquiries like:
● Troubleshoot any online 

application issues
● Give live doc upload support 

when applying (interim, in 
absence of AI solution)

● Resolve escalated eWIC card 
issues

● Address specific nutrition, 
formula, food package questions



Expanding Self-service Tools For Faster and Easier WIC Access

Understanding WIC

Breadcrumb 
navigation   



Clear next steps   

Expanding Self-service Tools For Faster and Easier WIC Access

Viewing eligibility   



Expanding Self-service Tools For Faster and Easier WIC Access

Applying for WIC  

expanded 
view



Expanding Self-service Tools For Faster and Easier WIC Access

Once enrolled  

Please click this link to see the 
full proposed screens.

Visit 
https://www.health.ny.gov/prev
ention/nutrition/wic/ on your 
mobile phone to see the 
incorporated screen designs

https://drive.google.com/drive/folders/1rLUqmIpKlR5KLzB-11Gl_AseOi2PfT6X?usp=drive_link
https://www.health.ny.gov/prevention/nutrition/wic/
https://www.health.ny.gov/prevention/nutrition/wic/


the vision & next steps

mapping 
the future state 
and our 
recommendations 
to NYSDOH

WIC Modernization



future state blueprint workshop
Our researched validated the high value of these opportunity areas, and gave us ideas to refine it to build a future state blueprint. This 
blueprint would then be used in a workshop with NYSDOH to continue to build out and refine the ideas on the modernization roadmap.

activity:

1. Introduce yourselves! (Name, 
Role)

2. As a group, read the client and 
staff pain points & Opportunity 
areas for your journey phase

3. Use the discussion questions 
to refine and expand on the 
modernization opportunities in 
your section of the blueprint

4. Write your ideas and 
responses to the discussion 
questions on sticky notes and 
add them to the respective 
area. Try to write one thought 
per sticky-note



inspiring human centered-design:
design principles

Meet people where they are
WIC outreach is inclusive, representative, and easy to understand
so that every eligible family knows how WIC can support them.

Make it easy to know if you're eligible
Simplify and digitize the eligibility and application process, eliminating
confusion and reducing barriers to certification.

Empower choice & autonomy for participants
Equip participants with the tools and knowledge to access and use their
benefits in ways that work best for them.

Make it simple to maintain benefits
Recertification should be seamless for eligible families, eliminating hurdles,
preventing unnecessary gaps in benefits, and prioritizing accessibility
and flexibility.

Be There When It Matters
Deliver fast, reliable, and accessible support that makes problem-solving
easy for participants.

Listen, Learn and Improve
Build systems, channels and processes for a feedback-driven WIC 
experience that evolves based on real participant needs.



revised ideal state blueprint
To make sure the blueprint is a valuable, sustainable and iterative artifact to NYSDOH stakeholders, we had multiple 
conversations with them to define the people who will use this tool, and the way it could be used. These conversations shaped 
a revised future state blueprint with feedback and perspectives included

Click image to view the full 
service blueprint I designed

https://drive.google.com/file/d/1N9yx6QxIjBVYTZOdwI8TATmOtn8JjVrU/view?usp=sharing
https://drive.google.com/file/d/1N9yx6QxIjBVYTZOdwI8TATmOtn8JjVrU/view?usp=sharing


website redesign: 

WEBSITE & CHATBOT
As part of our recommendations, we supported NYSDOH in 
making content and mobile-first design changes to the website 
based on areas that needed improvement. Based on these new 
changes, we also created a revised chatbot flow, with UI 
recommendations to Wanda, the NYWIC chatbot

Please click this link to see the full proposed screens.

Visit https://www.health.ny.gov/prevention/nutrition/wic/ on 
your mobile phone to see the incorporated screen designs

https://drive.google.com/drive/folders/1rLUqmIpKlR5KLzB-11Gl_AseOi2PfT6X?usp=drive_link
https://www.health.ny.gov/prevention/nutrition/wic/


challenges and reflections

meeting content and technical constraints
The NY digital and content team initially pushed back on the amount of language changes we 
recommended. 

For the content team, our content changes felt like an overhaul of original content, and there 
were concerns that the information may be too simplified

For the design and engineering teams, there were concerns about how much freedom they had 
in making changes, considering that the site had certain standards and was tied to the NYSDOH 
main website.

plain language and mobile-first is the way forward
I worked with them to understand these constraints, and we came up with a roadmap for redesign, 
and also showed evidence from interviews of people’s responses to some screens and language we 
tested out to think through what a midpoint of redesign could look like. After many conversations, we 
were able to decide on redesigns that would work for real users while considering their constraints.



challenges and reflections

livechat: a go or no go?
One of our main goals of this project was to 
provide NYSDOH with a recommendation on 
whether on not to continue live chat

how might our artifacts help?
As we near the end of our project, we are 
wrapping up different artifacts, like the 
blueprint and questioning how we might 
position them to provide the best value to 
NYSDOH

a go, with considerations
Our recommendation was that they 
discontinue live chat for now. It would be most 
valuable to them to start to prioritize some of 
the other ideas, and focus on a live chat design 
and process that supports these efforts.

otherwise, we advocate for designing more 
self-service options for WIC, while maintaining 
necessary high-touch,  human interactions 

driving towards the vision
Through multiple conversations with NYSDOH, 
we learned that they would like to use the 
blueprint to spark conversation about the future 
of WIC, help technical and design folks align on 
this vision, and showcase the tools/technology, 
processes and policies needed to bring this 
vision to life.




