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Customer Service Notes for

Everyone and Everything Needs to “Walk the Talk” 
If you have ever been to Disney World or Disneyland, you know how much attention to detail they pay to customer service.  In the book Inside the Magic Kingdom, the author Thomas Connellan discusses how with the Disney parks, everyone and everything “walks the talk.”           
We can apply this concept to our local WIC agencies.  From Receptionist to Coordinator, ask yourself what is our “talk?’  If our talk is that every WIC participant receive a positive service experience, then each WIC service employee must be “on” and walking the talk when he or she is in the presence of  participants and needs to provide a positive experience.
  
Part of that positive customer service experience also includes how each WIC staff member looks and what he or she wears.  Smiling, using open gestures, and making eye contact are important ways to demonstrate a welcoming attitude.  WIC staff must also ensure that they are dressed appropriately – the tattered jeans are fine for other settings but not for work.  
It is also critical that each WIC office looks professional.  From the waiting area to staff offices, ensure that every part of the office is tidy and well kept.  Consider the negative impressions participants would have if they noticed any of the following:  
· Waste baskets overflowing
· Dust on the scale
· Magazines in the waiting area that are 3 years old
· Restrooms without soap
· Chairs in the waiting area that are stained from spilled beverages 
· Left-over pieces of pizza from lunch on a staff member’s desk
Fair or unfair, a participant viewing any of the above might conclude that the sloppiness of the office will translate to their being treated in a sloppy way.  
Take a look at your WIC office through the lens of a participant to ensure that indeed everyone and everything are “walking the talk!”   
	Questions for Reflection:
1. Do you project a positive impression (including what you are wearing) every time you see a participant?

2. Is your workspace neat and organized?
3. Does every aspect of your WIC office look professional?
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