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Approximate Time to Complete: 4 hours
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· Completed Nebraska WIC Integrity Screening Form
Watch Customer Service 

find link to video in the L.A.W. Resources Table
  “Introduction” Video 
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Upon completing this training, you will be able to:

· Describe quality customer service in the WIC setting

· Identify effective ways to greet clients (including walk-in clients)
· Demonstrate effective listening skills
· Describe how to work with clients when privacy is limited
· Describe how to communicate with special needs clients (limited reading skills, visually-impaired, hearing-impaired
· Describe how to obtain and provide information and education using interpreter
· Identify effective ways to respond appropriately when a complaint is received
· List two ways to communicate effectively with staff and partners

· Explain what equal treatment means

Terms

· Civil Rights Act: an act passed in 1964 that ensures equal access to all individuals regardless of sex, age, disability, race, color, or national origin.

· Confidential: keeping information private.

· Discrimination: to make a decision or show partiality in favor or against a person on the basis of a group or class to which the person belongs, rather than making the decision based on a person’s needs.

· Effective Communication: exchanging thoughts, feelings, and information easily and accurately, both verbally (with words) and non-verbally (without words).

· Empathy: identifying with another person so that you understand what they are feeling.

· Interpreter: a person who verbally translates one language into another.

· LEP (Limited English Proficient): when someone speaks little or no English.

· Open-ended questions: questions that begin with the word who, what, where, when, why, or how and allow a client to answer with information rather than just a yes or no response.

· Quality customer service: giving responsive, reassuring, reliable, respectful, and empathetic service to clients in a way that places a client’s needs before all other matters.

· Stereotyping: believing that a person will act a certain way based upon their appearance.

The Importance of Quality Customer Service
Quality customer service is giving our clients responsive, reassuring, reliable, respectful and empathetic service. Our clients should leave our office (or end their telephone calls) feeling better than they did before they contacted us.

Effective communication is key to quality customer service.  It includes both what we say in words and how we convey our message non-verbally. By truly listening to our clients we can develop solutions that fit their needs. By explaining ideas and solutions clearly, we can better involve our clients in the process of improving their health.

The Civil Rights Act of 1964 ensures equal rights to all individuals regardless of sex, age, disability, race, color, or national origin. This means that all of our clients, no matter who they are, have a right to equal treatment, programs, and all other benefits our program provides.

Quality customer service, effective communication, and adherence to civil rights practices are vital to the success of any organization. In this unit, you will learn how to improve your customer service performance, enhance your communication skills, and support our clients’ basic civil rights.

Effective Communication
Effective communication is the exchange of thoughts, feelings and information easily and accurately, both verbally (with words) and non-verbally (without words). Although it sounds easy, effective communication is often difficult to achieve, especially with people we don’t know very well.

One practice that often blocks good communication is stereotyping. Stereotyping occurs when we fail to treat a person as a unique individual. Stereotypes grow from the narrow belief that all members of a group are more or less alike and will think and act in a similar way.

People are often stereotyped because of their age, gender, ethnicity, religion or socio​economic status. Sometimes we stereotype people who appear to be very different than we are. Other times we stereotype people who look like us, expecting them to share the same beliefs, values or traditions that we do.

The healthiest communication behaviors are those that grow from the perspective that no two people are alike and that we can learn something from everyone. The best way to learn about someone is to ask them questions instead of making assumptions about what they think or how they will behave.

Although we usually rely on words in our conversations, much of our communication occurs non-verbally-through our eyes, tone of voice, posture, gestures...even how closely we stand to each other. Nonverbal communication is often misunderstood because meanings can vary greatly between people.

For this reason, making assumptions about how a person feels or thinks because of the way they fold their arms, or use their voice, or look at the ceiling, can lead to miscommunication. Again, it is always best to test your assumptions by asking rather than jumping to conclusions on your own
KWIC TIP:


Some people interpret direct eye contact as showing interest and being friendly. Others may regard prolonged eye contact as impolite. Be aware of how your clients are reacting to your communication methods. In certain situations you may have to alter your methods in order to be effective.

Training Activity

Record answers to these questions in your activity packet:

1.  Is discrimination common in your community? 
2.  Name groups you believe are discriminated against by others:
3.  What stereotypes do some people hold about those groups?

4.  Have you ever felt discriminated against? Explain. How did that make you feel?

5.  List some things that you can do to learn more about people who are different than you.

Greeting Clients 

Have you ever walked into your doctor’s office for an examination and realized that you were feeling a little nervous? Perhaps you weren’t sure what was going to happen during your visit and this left you feeling uncomfortable. Would it help if the doctor explained the upcoming procedure before you were subjected to it?

The moment someone walks through our door we should try to make him/her feel comfortable.

Here are a few ways to help our clients feel welcome at WIC:
· Stop your other non-critical tasks and focus on the visitor. Unless you are dealing with a current customer’s immediate needs, this customer deserves priority attention.

· Smile. Everyone can use a day brightener.

· Introduce yourself by name. Create a personal relationship with your client by giving your name.

· Learn the client’s name and use it often. This will make clients feel that you genuinely care about them.

· Know children’s names and speak directly to them. This will allow children to feel included in the program and actions that will be taken.

· Ask personalized questions. If greeting a current client, instead of saying,

          “How are you?” follow up on a previous visit with questions like “How is 
        breastfeeding going, Mary?” This will encourage the client to share 
        information that will help you to meet her needs.

· Explain what will happen during the visit. By explaining what will occur and how long it will take, you can quiet many clients’ fears. Be sure to encourage and answer their questions.

· Accept clients for who they are. You can help clients feel more comfortable and more receptive to using WIC foods to improve their families’ health if you are respectful and supportive of their background, cultures, and beliefs. The more you learn about your clients, the more comfortable you will be while serving their needs
How can I answer telephone calls according to established clinic procedures?

How you answer the phone gives a customer their first impression of WIC.

Here are some tips to help make that “first impression” a positive one:

· Answer the phone before the 3rd ring, or say “I’m sorry it rang so long.”

· Identify WIC as the organization that the client is calling.

· Ask the client how you can help them. If a caller is LEP (Limited English Proficient), follow clinic policies for providing quality service (this may include returning the call later through an interpreter, referring to a language line, etc.)

· Put a “smile” in your voice: project energy, interest and concern (since the customer can’t see you, your voice must convey your meaning).

· Always identify yourself by name. During the conversation, ask for the caller’s name. Use it throughout the discussion to help personalize the call. If the caller doesn’t use his/her first name, don’t use it either.

· Make sure customers feel that their problems will be solved.

Some good responses:

· “Someone will be calling you back today.”

· “Will that take care of the problem?”

· “I’m sorry for the difficulty. I hope this will take care of it.”

· When the caller is satisfied, thank him/her for calling and let the caller hang up first.

If you must put clients on hold:

· Ask clients if you can put them on hold first and wait for them to agree.

· If they are unable to hold, try to connect them to the correct party, or get their number so they can be called back.

· Check back with people on hold every 30 seconds or so. Give them the option to continue to hold or offer to take a message for a callback. Thank them for their patience and assure them you are monitoring their wait.

· If there is a chance you will lose them in a transfer because the phone system is unreliable, warn them before you make the transfer, and take their number so you can call them right back if they are accidentally cut off.
Accurate and complete message-taking is critical to good customer service. It saves wasted time and callbacks. Make sure your penmanship is readable, and deliver the message promptly. If you take a message:

· Make sure to get the time and date of the call, caller’s name and telephone number (including the area code if appropriate).

· Request information about the customer’s needs so the person calling back will be better able to serve them.

· If you think someone else could help once you know the nature of the call, ask the caller if he can hold while you check.

· Repeat the message information back to the caller.

· Ask for a convenient call-back time.

KWIC TIP:


Automated answering systems should always allow clients to easily reach a real person or leave a message. If you receive a message on voice-mail, return it promptly.

Training Activity


Sit in your clinic’s reception area for 15-20 minutes and watch as staff members greet clients. Also listen as staff members answer phone calls from applicants or clients.  Record answers to the questions below in your activity packet:
What good greeting behaviors do you see?

What could be improved?

List two things that staff do well when answering the telephone. 
1)

2)
Describe several ways that clients are made to feel welcome in your clinic.

Characteristics

of Good Listening Skills
To be an effective listener you should:

· Listen with a purpose...to understand.

· Maintain good eye contact that is culturally appropriate.

· Use facial expressions that let your client know you either understand, or are confused by, what she/he is saying.

· Avoid using disapproving expressions, verbal or non-verbal (such as sighing, rolling eyes, etc.), value judgments about what a client says or how he/she looks.

· Limit your own talking - you can’t talk and listen at the same time.

· Don’t interrupt when he/she is talking.

· Take accurate and complete notes. This helps you get the whole picture and saves repetition.

· Don’t assume you know - ask open-ended questions to clarify.

· Build rapport with your client. “I understand how you must feel.”

· Listen for non-verbal cues.

· Is the tone of voice pleasant or angry?

· Is the person calm or excited?

KWIC TIP:


Give clients your full attention when they are talking. Don’t work on other projects, or “play” with objects that are nearby. When you clear your mind, forget about other issues, and give clients your full attention, you will be more likely to understand how they feel.

WIC TIP:


If you are trying to enter information into the computer, don’t try to talk, or listen, at the same time you are typing. When you type and talk, it gives the message that what you are saying is not that important. When you type and try to listen, it sends the message that what the client is saying is unimportant.

Training Activity


Ask your Training Coordinator to tell you about his/her family while you practice good listening skills. When he/she is finished, ask what you did that encouraged him/her to continue talking and record the information in your activity packet.
Now try to repeat what your Training Coordinator has just told you about his/her family.

· Did you remember the whole story?
· How could you improve your listening skills?
· What kinds of questions might you have asked to gain even more information?
Training Activity




Watch “Education Request” Video (find link to video in the L.A.W. Resources Table)
Record answers to the following questions in your activity packet.

List three things that were done correctly.

1)

2)

3)

Would you have done anything differently?

What?

Why?
How do I communicate effectively 

in the WIC environment?
The WIC clinic can be a challenging environment to work in, especially when your goal is effective communication. Distractions are everywhere, but so is the potential for having a positive influence on a child or parent.

Dealing with difficult children:

· If a child is feeling uncomfortable and acting up as a result, the first thing to do is make him/her feel better. Allow parents to change diapers, feed the child, etc.

· Speak to and involve the child when you can. Sometimes a smile is the best way to communicate.

· Many toddlers want to mimic what their parents are doing. If Mom is writing something down, the children may want to write or draw too. Crayons and paper may be useful tools to have on hand. Books or puzzles may hold the attention of 4 to 5 year-olds. A “pretend” phone or calculator may also capture a child’s interest. Stash a basket of these special tools under your desk for use when needed.

· Don’t put brightly-colored or toy-like objects in view of children if you don’t want them to play with them.

· At times you may notice that parents need a little prompting to stop a child’s undesirable behavior (for example, if a child is running around the clinic, opening drawers or climbing shelves). Begin by trying to involve the parent by saying something like: “Could you have (child’s name) sit with you? I wouldn’t want him/her to get hurt.”

· Ask the parent if you can assist them in any way. It may be helpful to move the child’s gear to a more convenient place or hold the child for a moment so the parent can get things situated more comfortably.

· If the parent does not maintain control, there is nothing wrong with stating your rules firmly, but nicely, directly to the child. “No, sweetie, that telephone is for me to use. Please come and sit with your mommy.”

· Recognize that very young children don’t often understand the concept of “it’s not your turn today.” If they see one child being weighed and measured, they want to be too. If their brother gets a Band-Aid, they want one too. Try to give attention and a small giveaway (sticker, Band-aid, etc.) to every child.

When young children are behaving well, be sure to compliment their parents on their good behavior. It’s a good way to build friendly relationships and it will brighten a parent’s day.

Sometimes it may be difficult to find privacy when clinic space is shared or limited. Here are some tips for working with clients in these types of settings:
· Meet with clients in areas away from heavy clinic traffic; try to arrange the room to create the maximum amount of client privacy.

· Limit unnecessary background noise, like radios, that may be distracting.

· Speak in a volume suitable for your client to hear, but not loud enough that everyone else can hear you too.

· Hold calls and limit other interruptions until you and a client are finished.

· Stress client confidentiality to co-workers; conversations among staff about clients when other clients can hear should be strictly forbidden.

· Keep confidential client information out of sight.

· Maintain professionalism; keep personal conversations out of client earshot.

Training Activity – Confidentiality Pledge

Please turn to your activity packet and then read and sign this Confidentiality Pledge.

I pledge that I will protect the privacy of all WIC clients/participants. I agree to treat all information about WIC clients as confidential.

I will make certain that all charts, notes and other written or computer information are safely stored or secured when not in use.

I will hold all discussions regarding clients, their families, or WIC personnel only with authorized staff and only in areas that assure privacy. I will encourage others to do the same.

I will not release written, oral, or computer information about a client (including appointment information) to a client’s family, friends, or to any other individuals or agencies outside of WIC without proper authorization from the client or responsi​ble party.

I will not gossip about employees, clients or their families and will act to stop such talk by other employees.

Date:  _______________________________________________________ 
Printed Name: _________________________________________________ 
Signature: ____________________________________________________ 

How can I communicate effectively

with all WIC clients?     
When providing handouts to clients, be sure to review and summarize the content.
“Would you like me to read or summarize this information for you?”    
This simple sentence will help clients better understand what is going on during their WIC appointment and may help you identify clients with special needs, including reading or language difficulties.

Give your client opportunities to ask questions while you review written information with them. Use visuals (pictures, real objects, etc.) whenever you can. This will help the client “see” what you are talking about.

KWIC TIP:

When you stimulate more than one of the senses (sight, hearing, feeling, etc.) your client will remember more of the information you are teaching.

For the visually-impaired: Provide all information verbally. Talk at a normal volume and rate of speech. You do not have to shout or speak more slowly with the visually-impaired. Provide sufficient opportunities for clients to ask questions.

For the hearing-impaired: Use a sign language interpreter. (See the next section for specific tips.) Provide all information in writing. Include pictures to help explain the concepts, when possible.

How do I provide information and education to

clients who speak another language?

One of the greatest communication challenges you will face working at WIC is overcoming the barrier created by different languages. Some staff members may feel uncomfortable when working with a client who speaks limited or no English. This discomfort can cause them to limit their conversation and reduce their level of service. We do not want this to happen at WIC.

Clients who are LEP (Limited English Proficient) should be treated like clients who speak English well. Clients are not required, and should not be asked, to bring in their own interpreter.

The WIC facility is required to have bilingual staff members or an interpreter to communicate with LEP clients. Always record the primary language spoken in both client computer records and charts to alert staff that an interpreter will be needed when that client comes in for service.

Some clients may choose to bring their own interpreters. Family members are not always the best choice, especially if they are of the opposite sex, or a child. Some clients will not feel comfortable sharing their personal information with certain family members. Still, it is important to be sensitive and accepting of the client’s choice of interpreter.

When using an interpreter:

· Try to meet ahead of time with the interpreter and share your goals for communication.

· If they do not know each other, have the interpreter and the client visit briefly prior to your session. This will help them work more comfortably together and also give the interpreter some background information on the client.

· Ask the interpreter to sit beside, and slightly behind the client, if possible.

· Direct your comments to the client, not the interpreter.

· Avoid using medical and professional terminology during the session; these terms may be hard for the client to understand. Use simpler terms to increase her/his understanding.

· Avoid slang expressions that cannot be interpreted easily.

· Ask your interpreter to use the client’s actual words without adding or leaving anything out.

· Discourage the interpreter from inserting his or her own beliefs or feelings into the translation.

· Observe the client and watch for body language that will provide clues to how he/she is feeling.

· Pause at appropriate points to ask the client if he/she understands or has any questions.

· Use visuals aides such as food models or picture brochures whenever possible.

KWIC TIP:


Effective communication with clients who speak a different language may take longer and require you to work a little harder, but the benefits for the client will more than justify the extra time and effort.
Training Activity


Ask your Training Coordinator or other clinic staff to help you answer the following questions.

Name two of the most common languages spoken by clients who visit your clinic.

1: __________________________
2: _________________________ 
For each language you listed, note an interpreter’s name and how they can be reached.
	Language
	Interpreter Name
	How to Reach

	
	
	

	
	
	

	
	
	


Does your clinic use a telephone language line for interpretation? (If yes, learn to use the language line as soon as you can.)

What procedure should you follow if an interpreter is not available when a client needs one?

Providing services free from 

discrimination by following civil rights policies
The Civil Rights Act of 1964 forbids discrimination on the basis of sex, age, dis-ability, race, color, and national origin. This Title was designed to ensure that Federal funds are spent in accordance with the Constitution. It states that Federal funds should not be used to support discrimination and prohibits any program or activity receiving federal financial assistance to do so.

USDA regulations strictly forbid:

· Segregation or separate treatment in any part of a program.

· Any difference in quality, quantity, or the manner in which a benefit is received.

· Standards or requirements for participation which have the effect of excluding minorities.

· Discrimination in employment practices which has the effect of denying equality of opportunity to people receiving benefits.

This applies to all applicants, participants and vendors in the WIC program. Refer to the Civil Rights section in the Nebraska WIC Procedure Manual as an additional reference tool.

Requirements for Non-Discrimination Statements on Materials
At WIC it is our duty to inform all eligible persons, particularly minorities and women, about how to use the program. It is also our duty to inform all clients of their rights and responsibilities, and their right to file a complaint if they are not satisfied with our services.

Clinics must post a non-discrimination statement in a prominent area, usually the waiting room, where all clients and staff are able to read it. Non-discrimination statements must also appear on all publications, pamphlets, and informational materials about benefits that our clients receive. 
Review a sample of a WIC publication including the non-discrimination statement which is highlighted. Find link to item in the L.A.W. Resources Table  
Responding to a client’s

concerns and/or complaints?

In some organizations, complaints are treated negatively. Here at WIC, we understand that complaints and concerns give us an opportunity to review and improve our program and services.

When a client expresses a complaint verbally, use the effective listening skills we discussed earlier in this unit.

It is necessary to understand what the client is trying to say in order to completely resolve the client’s complaint. Make sure you visit with the complaining client in a private area and have another staff member present, if possible. Ask the client if he/she would like to file a complaint in writing, or report a violation of the Civil Rights Act. If yes, offer the NE WIC Integrity Screening Form and follow the instructions as described in your WIC Procedure Manual. If the client would prefer it, complete the form for him or her. (Sample Integrity Screening Form -- find link to item in the L.A.W. Resources Table)
If the client does not wish to file a written complaint, take notes if needed in order to fully understand the client’s concerns and solve the problem.

In all cases, ask clients if they would like to be contacted later for follow-up.

Responding in awkward or

unpleasant situations?

Learning how to deal with irate customers effectively can greatly reduce the stress of your job and become a source of satisfaction. The customer might not always be right, but it is your job to make him/her feel better. You must always be helpful and offer alternatives.

Here are some tips for dealing with upset clients:

· Realize that clients have other pressures in their lives outside of WIC. While they may be venting their anger at you, the emotion may be based on a variety of other issues occurring in their lives. The attack is not personal, even if it may feel that way.

· Angry customers need to talk. Let them. Don’t interrupt, lose your temper or argue.

· Empathize with the customer, showing genuine understanding and concern. Think about how YOU would like to be treated if you were upset.

· Ask open-ended questions - who, what, when, where, why, how - to learn the details without putting the customer on the defensive.

· Take a few notes so you remember details and show the client you are genuinely interested and concerned.

· Summarize the problem in your own words to show you understand or need further explanation.

· Ask, “What can I do to fix this problem?”

· Whenever possible offer options to the client; people are more satisfied when they can choose what they want to do.

· Thank the person for expressing their concerns and apologize for their difficulties.

· If they wish to take their complaint further, offer to let them speak to your supervisor, then your director. They are also welcome to contact the state WIC office at any time.

· Follow-up to make sure the problem is solved.

If a client is disruptive, firmly and calmly ask him or her to stop. If the client refuses, you may ask him or her to leave the clinic. Each local agency should have a policy or action plan for how to handle these situations.

Training Activity


Complete this activity in your training packet.

Ask your Training Coordinator or other clinic staff if you need help answering the following questions:

What are your agency’s procedures for handling complaints?

Is there a “chain of command” that should be followed? Who is involved in the complaint process?

Does your agency have any additional recording requirements for complaints besides those required by WIC?

What is your agency’s policy for handling disruptive behavior?

Review the completed “Nebraska WIC Integrity Screening Form” with your Training Coordinator so you understand how it is used and completed properly.
Training Activity




   Watch video clip find link to video in the L.A.W. Resources Table
             “Missed Appointment” 
 After watching the video clip showing a staff member responding in an uncomfortable situation, answer the following questions in your activity packet.

List three things that were done correctly.
1)   

2)   

3)   

What else could have been done to improve the interaction?

Communicating Effectively with Staff

and other Partners
Effective communication is critical to a happy, functional work environment and to the establishment and maintenance of successful relationships with our partners (local physicians’ offices, social service agencies, vendors, etc.).

· Keep other staff and partners informed about situations, issues and updates that affect them, their clients and their work.

· Pay attention to the personal side of their lives; ask about their families, their health, their vacations.

· Respect their privacy and private time when they request it.

· Refrain from personal conversations with staff/partners when clients are present, unless the clients are also part of the conversation.

· Work together as a team in the clinic. Help each other solve problems and be successful.

Training Activity


Watch “A Special Angel...One Person Can Make A Difference” find link to video in the L.A.W. Resources Table 
(Running Time: 10 minutes)

Then answer the following questions in your activity packet. 

What does good customer service mean to you?
Can you give an example of when you received good customer service?
What do you think is the most important thing you can do to show a client you care about them?
Which customer service skill would you like to improve?
How could you become better at it?

KWIC Key Points 

· All of our clients, no matter who they are, have a right to equal treatment, programs and all other benefits our program provides.

· Our clients should leave our office (or end their phone calls) feeling better than they did before they contacted us. The moment someone walks through our door we should try to make him/her feel comfortable.

· Effective communication is key to quality customer service. Good speaking and listening skills are essential to effective communication.

· The healthiest communication behaviors are those that grow from the perspective that no two people are alike. The best way to learn about someone is to ask them questions.

· Effective communication with clients who speak a different language make take longer and require more work, but the benefits more than justify the time and effort.

· How you answer the phone gives a customer their first impression of WIC.

· Keep confidential client information out of sight and keep personal conversation out of client earshot.

· It is our duty to inform all clients of their rights and responsibilities, and their right to file a complaint if they are not satisfied with our services.

· It is necessary to understand what the client is trying to say in order to completely resolve the client’s complaint.

KWIC KWIZ

Match each term below with its definition.  

	Term
	
	Definition
	

	Civil Rights Act
	_____
	A)
	believing that a person will act a certain way based upon their appearance.

	
	
	
	

	Confidential
	_____
	B)
	questions that begin with the word who, what, where, when, why, or how and allow a client to answer with information rather than just a yes or no response.

	
	
	
	

	Discrimination
	_____
	C)
	exchanging thoughts, feelings, and information easily and accurately, both verbally (with words) and non-verbally (without words).

	
	
	
	

	Effective

Communication
	_____
	D)
	a person who verbally translates one language into another.

	
	
	
	

	Empathy
	_____
	E)
	giving responsive, reassuring, reliable, respectful, and empathetic service to clients in a way that places a client’s needs before all other matters.

	
	
	
	

	LEP (Limited English Proficiency)
	_____
	F)
	an act passed in 1964 that ensures equal access to all individuals regardless of sex, age, disability, race, color, or national origin.

	
	
	
	

	Interpreter
	_____
	G)
	keeping information private.

	
	
	
	

	Open ended questions
	_____
	H)
	when someone speaks little or no English.

	
	
	
	

	Quality Customer Service
	_____
	I)
	identifying with another person so that you understand what they are feeling.

	
	
	
	

	Stereotyping
	_____
	J)
	to make a decision or show partiality in favor or against a person on the basis of a group or class to which the person belongs, rather than making the decision based on a person’s needs.


Check your answers using the WIC terms and definitions at the beginning of this unit.
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