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                       Anticipated Participant Questions & How to Respond

Looking ahead, it is easy to see that many questions will be asked during the transition to the new WIC food package.  Taking the time to understand why someone is asking a question, responding to their concern and providing a response helps everyone when change is happening.  The following is a simple process that is quick, yet makes answering a question positive for all.  It is also a great process to use at home, too!

What?  It allows staff to anticipate the common questions around the upcoming food package changes and develop responses that support and foster discussion rather than resistance.

Why?
  To develop consistent responses that support a participant centered approach and foster discussion rather than resistance.


When?  It can be used at any point during a WIC appointment.

How?  It uses techniques to stay on message and keep responses focused in a positive way.

The process:

1. Emotion:  Reflect on participant’s emotion.

2. Fact:  State a fact.

3. Action:  Indicate what WIC will do for the participant.

Each response should be about 10 words.

Sample Questions and Responses:

Question:  
Is breastmilk less nutritious than formula, since the exclusively BF infant gets infant meats as well as fruits & vegetables, while the babies getting formula only get fruits/vegetables?

Responses: 
 It sounds like you are concerned with the quality of your breastmilk.

   
Your breastmilk has all the nutrients that your baby needs.

We will start issuing meats for you baby as a secondary source of iron.

Or

You sound concerned about your baby’s nutrition.

Breastmilk is the perfect food for an infant.

Your baby now can experience meats as well as the others (fruits & veggies).

Question:  Why am I not getting formula in the first month?

Responses: 
You want to make sure you have enough food for your baby.  

Giving only breastmilk will help you make plenty of milk for your baby.  

We’d like to invite you to our breastfeeding class.

Or

It sounds like you are worried about your baby getting enough food.

The first few weeks are very important in establishing breastfeeding.  Your breastmilk is the only food your baby needs at that time.

As a nursing mother your food package will increase to ensure that you eat well while nursing.

Question:
My doctor gave me a prescription for 2 cans of formula for my newborn.  I’m still BF so why can’t I get this formula & still get my same foods?

Responses:
You sound concerned about receiving enough food.  

When you breastfeed exclusively you receive more food for yourself.

We’d like to discuss how to increase breastfeeding your infant so you can get more food.

Or


You sound concerned about receiving enough foods for your family.


Fully breastfeeding allows you to get more food.


WIC can help you to increase breastfeeding so you may get more food.

Question:
I’m still breastfeeding- why do I get less food (or no food at all) if my baby gets more formula?

Responses:
You sound worried that you are not going to get enough food.

When you breastfeed exclusively, you will receive a bf package with extra foods.

Would you like help with increasing your milk supply?

Or

Are you worried that you will not get enough food?

The more you breastfeed, the more food you receive from WIC.

Would you like information on increasing your milk supply?

Question:  
Why does my breastfed baby get all of this jarred infant food- does my breastmilk need supplementing?

Responses:
You are worried about your breastmilk quality.

Your breastmilk is the perfect food for your baby, it has everything that he/she needs.

We will start issuing some jarred foods for your baby so he/she can start learning how to eat with a spoon.

Or

You sound concerned about your breastmilk.

Breastmilk is the perfect food; your baby is ready for new tastes and textures.

We can offer a variety of baby foods to try.

Question: 
I feel like you are forcing me to breastfeed by reducing the amount of formula you give my baby.
Responses:
Are you feeling left out from making this decision?

Breastfeeding is a choice. 

WIC is here to support you and help you breastfeed if you choose to breastfeed..

Or:

You sound concerned that you will have to breastfeed your baby.   

Breastfeeding is the healthiest choice.

I’d like to share with you information on how to breastfeed your baby and provide 

you with more foods.

Question:
Of course you want me to breastfeed, it’s cheaper for the WIC program.

Responses:


Breastfeeding is a choice.

Breastfeeding provides special bond between mom and baby. It offers you and baby amazing health and emotional benefits 

We will increase your breastfeeding food package to include tuna/salmon., fresh carrots and more milk/beans, etc. 

Or

You sound like you’re concerned you don’t have a choice; breastfeeding is a choice

Breastfeeding is the healthiest choice for both mom & baby.

I’d like to invite you to our breastfeeding class.

Try your hand at some possible questions below:

	Client Question/Statement
	Emotion
	Fact
	Action

	If I say I’m going to breastfeed, does that mean I can’t get formula if I need it?
	
	
	

	I want a back-up can of formula just in case.
	
	
	

	Why are you giving people less formula?
	
	
	

	My baby doesn’t like baby food meat.
	
	
	

	Why do breastfed babies get so much baby food?
	
	
	


