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Customer Service Notes for

                                         Going Above and Beyond
In busy WIC offices, there are times when we are simply working to manage the heavy caseloads.  While the goal is always to provide stellar service to participants, when possible, we should strive to go “above and beyond.”    
Here are examples of going above and beyond with a participant.
· Offer one of your own recipes for creative uses of vegetables to a participant whose child is not eating enough of them
· Provide a participant with a referral to another agency that can also help her

· When time permits, spend a few extra minutes with a participant who is upset because of her personal situation

· Ensure that there are used children’s books and toys in your waiting area, especially when the office is busy and you are behind schedule

· Between appointments call a participant who is struggling to see how she is doing

· Send a personal note to a participant who is facing significant life challenges  

Going above and beyond shows that you care about participants.  It also strengthens the relationship not only between the participant and you, but also between the participant and your co-workers.  Providing this type of “value-added” service will also be noticed by your co-workers, who may respond similarly with other participants.     

Going above and beyond is not limited to participants; also provide this level of service to your 

co-workers and Director.  Some examples of going above and beyond internally include the following: 
· Bring in a favorite snack or a flower for a co-worker who has had a bad day 
· Offer to assist your Director when she or he is overwhelmed
· Assist a co-worker who is stressed by a personal matter with her tasks
· Come in early or stay late to finish an important project or report that impacts your co-workers  
· Mentor a newer co-worker
Having an “above and beyond” attitude will improve your agency’s reputation with participants and

improve internal teamwork!

	Questions for Reflection:
1. What can you do to go above and beyond with participants?
2. With your co-workers and Director, how can you go above and beyond? 
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