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           Customer Service Notes for 
Can You Be Too Helpful or Too Nice to Participants? 

 

In writing this newsletter for over 12 years, we have discussed a variety of topics related to customer 

service, all with the goal of providing stellar service to participants. 

 

In this issue we discuss whether, as WIC service providers, we can be too helpful and nice with 

participants. The short answer is, “Yes, sometimes we can be.” 

 

With all good intention, with some participants we need to be careful about: 

 

 Continually completing their paperwork 

 Tolerating them repeatedly missing or being late to appointments 

 Being too patient with participants who continually disregard nutritional advice for their 

children 

 Tolerating repeatedly nasty comments by participants 

 

When we use motivational interviewing techniques, we ask questions to help participants discover 

answers for themselves, such as exploring ways to be more creative in providing healthier snacks for 

their children. Compare this approach with enabling a participant’s misguided behavior by agreeing 

with their continual excuses about why their children cannot eat more fruits and vegetables.   

 

Participants need to help themselves. While we look to assist them, we must be careful about crossing 

the line and offering specific personal advice to participants. For instance, suppose Mrs. Sanchez tells 

you that she found her young teenage son drinking alcohol or using drugs. While you may be tempted 

to provide advice, remember that you are not a social worker or a psychologist. Giving personal advice 

can backfire if the situation escalates and the participant comes back to blame you. Of course, if there 

are other programs you can refer Mrs. Sanchez to that would offer assistance, by all means do so. 

 

When we need to be more firm with participants, it is important that we still communicate tactfully and 

professionally. Also, be sure that your non-verbal behavior is not negative (e.g. rolling eyes, crossed 

arms).  

 

Helping participants help themselves can result in more empowered participants.  
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Questions for Reflection: 
 

1. Are you firm, yet tactful, with participants who consistently do not comply with WIC policies and  

    procedures? 

 

2. Do you avoid being a social worker and giving advice regarding personal problems participants  

    have? 
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