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           Customer Service Notes for 
We All Make Mistakes 

 

We all make mistakes. As WIC staff working with participants, what is key is how we respond to those 

mistakes. 

 

Given the number of participants seen by a busy office, it is expected that “slip through the cracks” 

mistakes will occasionally occur. For example, suppose Mariella, a participant, shows up at 11:00 one 

morning for her appointment. You look at the schedule and realize that a co-worker did not put her into 

that slot, so you did not expect her. First, do not criticize and blame the co-worker. Second, if the 

office is busy and no one is available to meet with Mariella at 11:00, be honest with her, rather than 

hiding the mistake and making her wait for a long time to be seen. 

 

You might say to Mariella, “I apologize, Mariella. It looks like we did not enter you into our schedule 

when you made this appointment.” Then try to offer options to her. You could say, “I can get you in to 

meet with our Nutritionist Jane in about 15-20 minutes, if that would work for you. Can I get you a cup 

of coffee while you’re waiting?” Or you might need to say, “I can get you in to meet with our 

Nutritionist Pam at 12:30, or we can reschedule you. Which would you prefer?” 

 

Even if you were not involved in making the mistake, it is critical that you apologize sincerely. It is 

more difficult for participants to remain angry with us if they hear a sincere apology. Also, by handling 

the mistake professionally, we can sometimes even improve our relationship with participants. We 

must also remember to learn from our mistakes. For example, if a co-worker or your supervisor points 

out that you entered certain participant information onto the wrong screen of your system, be sure that 

you understand where you should have entered the information. For future reference, you might want 

to make note of this.  

 

Also, if you find that you are making the same types of mistakes fairly often, consider whether you 

would benefit from training or re-training. For instance, suppose that you have been asked to create 

weekly reports using Excel. If you struggle with a certain feature of Excel that results in mistakes, you 

could go to your supervisor and say something like, “With the weekly reports, I am struggling when I 

need to create pivot tables. I know Anna is a whiz at Excel. Can I ask her to help me the next time I 

need to create a pivot table?” Most supervisors will appreciate your honesty and work to help you. 

 

Remember that mistakes are sometimes our best learning lessons in life.  Also keep in mind the quote, 

“It’s not how we make mistakes, but how we correct them that defines us.”   

 
                             

Questions for Reflection: 
 

1. Do you consistently offer an apology to participants (and co-workers) when you make 

mistakes? 

 

2. Do you problem solve and think out of the box when “recovering” from a mistake, so that 

any inconvenience to a participant is minimized? 
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