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Customer Service Notes for WIC
What’s Your Total Professional Image Quotient (TPIQ)?

All WIC staff should strive to project a professional image. A professional image — from your dress
and appearance to your verbal and non-verbal communication — inspires trust and confidence among
not only participants but your co-workers as well.

Below are the five key components of a total professional image quotient (TPIQ).

1. Dress and Appearance: Participants meeting with you form an impression based on your
dress and appearance. While you don’t need to wear expensive clothes, your attire should be
neat and appropriate for a WIC office. Be mindful of your body language as we may not
realize that our non-verbal communication (e.g., rolling our eyes or sighing) is noticed by
others. Also ensure that your desk, offices and waiting area are neat and orderly.

2. Good Interpersonal Communication: WIC staff should be empathetic and inspire trust. Use
active listening skills to ensure you understand what participants are saying. Also remember to
handle emotional interactions by not getting defensive or taking a participant’s anger personally.

3. Effective Written Communication: Everything you write is a representation of you and your
office. Therefore, be sure to proofread carefully and pay attention to detail. Don’t rely solely

on spell-check since “an,

99 ¢¢

at,” and “as” are all words and spell-check will not determine

which of these is the word you intended to use. Also, be clear and concise with your writing.
Often, less is more. Remember to also avoid writing anything inappropriate.

4. Positive Working Relationships: Pitch in during difficult times by extending offers to help
your co-workers or supervisor. You don’t have to be friends with every co-worker, but you
must be professional. Avoid gossiping and inappropriate comments. Also, do what you say
you are going to do.

5. Knowledge about WIC Services and Procedures: Participants expect you to be
knowledgeable about WIC services and policies and procedures. However, it is okay if you
don’t have the answer to every question, as long as you find out and get back to the participant.

Demonstrating these 5 components of TPIQ will make you the WIC employee who is appreciated and
respected by participants and co-workers!

Questions for Reflection:

1.
2.

Do you give a positive impression to participants? Are you empathetic?
Is your writing clear, concise and professional?
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