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A. All participants are expected to arrive on time for their appointment. Anyone who is 
more than 1 O minutes late, will be served on a first come, first served basis on the day of 
their appointment as time allows. 

1. The participant may have an option to reschedule the appointment for a later 
date. 

2. Participants are considered "No show" when they fail to come in on the day of 
their appointment, and/or were not contacted or reached by phone or responded 
to text messages by the clinic staff during the day of the appointment schedule. 

B. The Guam WIC Program will follow up on all no-show WIC clients and new certification 
(i.e. Pre-certification) appointment no-shows regardless of priority. 

1. Applicants and existing clients who did not show up for their scheduled 
appointments shall be contacted (via phone, or text messaging) by the Nutrition 
Assistant assigned during their scheduled appointment time slot and another 
attempt before the end of the business day if not reached on the first attempt. 

2. Both applicants and existing WIC clients who no longer have a working phone 
number or no phone number, will receive a written reminder notice (unless mail 
contact has been contraindicated by the client in the HANDS) about their missed 
appointment and the need to contact the WIC clinic to obtain WIC services. 

3. In accordance with 7 CFR 246.11 (a)(2) supplemental food benefits shall not be 
denied for clients who refused to attend or participate in nutrition education 
activities and or did not show up during the appointment schedule. This option 
will only be available to fully certified clients. 

C. No-show and Missed Appointment Risk of Benefit Loss data shall be included in the 
monthly Clinical Meeting facilitated by the State Nutrition Coordinator/Public Health 
Nutrition Specialist. 

DEFINITIONS 
No Show - Failure of clients to have contact with staff at appointment schedule. 

RESPONSIBILITIES 
Clinic Supervisor 

1. Monitors and keeps track of the no-show rate. 
2. Reports data in the Monthly Clinical Meeting. 
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PROCEDURE 

1. HANDS Appointment Scheduler Case Assignment. 
a. Clinic Supervisor assigns a Nutrition Assistant (NA) a column of scheduled 

appointments in HANDS. 
b. Nutrition Assistants will contact clients and provide WIG services over the phone 

if the client does not arrive at the WIG clinic by the scheduled appointment time. 
c. Nutrition Assistants will check-in client in HANDS appointment scheduler if they 

were able to contact participants and provide WIG services/benefits remotely. 
d. Clients who were not reached or contacted shall have a second contact 

attempted by the end of the day. 
e. Clients who are not able to be contacted by second attempt shall have benefits 

issued and scheduled for next appointments as appropriate. 

2. Missed Appointment Tracking 
a. Community Program Aide/Receptionist 

i. Community Program Aide/Receptionist prints out the daily appointment 
scheduler in HANDS at the beginning of the work day. 

ii. Community Program Aide/Receptionist shall cross out or highlight the 
client's name when the client arrives for their scheduled appointment. 

iii. At the end of the day the Community Program Aides/Receptionist will 
verify clients who missed their appointment by checking the HANDS 
appointment scheduler if contacted and checked in by the NA. 

iv. Clients who are checked in are to be highlighted on the printed daily 
appointment scheduler and reconciled. 

v. The receptionist shall give the printed daily appointment scheduler to the 
clinic supervisor for review and disposition at the close of business day. 

b. Nutrition Assistant 
i. Contact attempt during the scheduled time slot 

1. The Nutrition Assistant will contact clients and provide WIG 
services over the phone if the client does not arrive at the WIG 
clinic by the scheduled appointment time. 

2. Nutrition Assistants will check in the clients in the HANDS 
appointment scheduler if they can contact participants and provide 
WIG services/benefits remotely. 

ii. Second Contact Attempt 
1. The Nutrition Assistant shall verify the missed appointment list 

provided by the clinic supervisor. 
2. Nutrition Assistants shall attempt to contact clients for the second 

time. Clients that could not be reached, shall be issued 1-3 
months of benefit according to the nutrition risk schedule. 

a. Press the Check-in button for the client in the HANDS 
Appointment Scheduler. 

b. Issue 1-3 months benefits and schedule the next 
appointment according to nutrition risk status. 

3. Follow the documentation example for clients who could not be 
contacted: 

a. S. Phone line busy or Phone disconnected 
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