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           Customer Service Notes for 
The Power of a Smile 

 
Mother Teresa once said, “Peace begins with a smile.” 

 

As WIC service providers, it is critical to maintain positive relationships and minimize participant conflict.  

We know this may be challenging, since our participants may not always be in the best frame of mind.  Yet, 

the simple act of smiling can make a positive difference (and for that matter, also with co-workers).  

 

Greeting Participants 

. 

We can set a positive tone when a participant enters our office.  By making eye contact, smiling, and 

greeting the participant with, “Good morning, Ms. Hernandez. Good to see you,” we can potentially turn 

around an unhappy Ms. Hernandez by starting off on a positive note. Notice that we did not suggest asking 

the question, “How are you today?,” as this could open the door for Ms. Hernandez to complain.    

 

Requesting Information from Participants 

 

Sometimes, a participant may become frustrated at having to complete a form or provide us with necessary 

information.  When asking the participant for this, end your request with a smile to lessen the chance the 

participant will show her frustration about needing to provide information.  Also note that on the phone, 

where our positive non-verbal behavior can’t be seen, smiling can create a more positive conversation.  

Research has shown that you can actually “hear” a smile on the phone. 

 

Offering Suggestions to Participants 

 

There are times when participants become defensive when hearing our suggestions.  By smiling when 

offering the suggestion, we can lessen the defensiveness.  Suppose Ms. Hernandez;’ son, Juan, has gained 

weight and is eating more unhealthy snacks, instead of fruit.  She tells you that Juan doesn’t like apples or 

bananas.  When suggesting that she try giving him oranges or pears, end your statement with a smile. 

 

When Not to Smile 

 

There will be times when a participant is so upset that by smiling we may come across as dismissing the 

reason she is upset.  Instead, use good judgment to demonstrate empathy with non-verbal communication 

such as nodding in agreement to show support. 

 

Concluding the Participant’s Appointment 

 

By smiling and saying, “Good to see you, Ms. Hernandez. Have a good rest of the day,” she may remember that her 

visit concluded with you offering a sincere, positive goodbye. 
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Questions for Reflection: 
1. Do you usually smile when you greet participants? 

2. Do you remember to smile when you are on the phone with participants? 
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