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4 Providing Customer Service in the WIC Program )
By Kimberly Staples, Dietetic Intern

Have you ever been treated poorly at a restaurant and vowed that you would never go
back? Something as simple as a smile or a “How are you?”” can make all the difference for
a customer. While we might not think of WIC participants as “customers”, they actually
are. A customer is anyone who buys or uses products or services, and WIC is a service that
Like Us On f WIC participants use. Service refers to the attention and advice that is given to another per-
facebook son. It doesn’t matter what your job title or description are. We can each influence the ex-
perience our participants have. Here are some suggestions:

j‘ o Greet each participant with a smile, even when helping someone else

e Sincerely and genuinely ask, “How are you?” and listen to the response

e When culturally appropriate, look participants in the eyes when you are talking to them

e [faparticipant looks lost or confused, ask, “What can I do to help you?”

e Frequently ask, “What questions do you have?”

e Practice reflective listening by rephrasing what you heard in your own words and ask-
ing the participant if that is correct

e Ifyou do not know the answer to a question and cannot find the answer, direct the par-
ticipant to sources where they can find that information

e Apologize to the participant when appropriate

As you put these suggestions into practice, consider the following four basic patterns of
INDEX customer service. Which one fits your clinic?

Freezer: There are few procedures that are followed with little personal service. This
comes across as, “We don’t really care about you.”

Fruits & 2
Vegetables Factory: Procedures are followed, but the employees are impersonal. This comes across as,
“You are a number. We are here to process you as efficiently as we can.”
Notice of 3 . .
Termination Friendly Zoo: Employees are very friendly but there are no procedures followed. It con-
crminatt veys the message, “We are trying hard, but we don’t really know what we are doing.”
Updates 4 | Quality Customer Service: Procedures are followed and employees are very personal.

This sends the message, “We care about you, and we deliver.”
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4 Fruits and Vegetables: What’s in season? \
By Ashley Marsh, Dietetic Intern

How many times have you recommended that your WIC participants buy produce in season? We know that doing
so can decrease cost and improve flavor and freshness. Who doesn’t like watermelon at summer barbeques and
pumpkin in the fall? Do you know, though, the schedule for when most fruits and vegetables are in season? You
don’t have to wonder any more.
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Apricots Artichokes Apricots Beets
Asparagus Broceoli Bell Peppers Blackberries
Comn Green Beans Blueberries Cantaloupe
Honeydew Limes Cherries Corn
Mango Oranges Cucumbers Eggplant
Peas Pineapple Grapefruit Grapes
Red Leaf Lettuce Spinach G.reen Beans Honeydew
Spring Baby Lettuce  Strawberries Limes Nectarines
Passion Fruit Peaches
Peas Plums
C— Raspberries Strawberries
Sugar Snap Peas Summer Squash
j ) Tomatoes Watermelon
) »— m‘;;«;» Zucchini
L
Acorn Squash Broccoli W
Brussels Sprouts Butternut Squash
Cauliflower Cranberries
S/lrjffrsooms IC)}:aarva Brussels Sprouts Buttercup Squash
i Clementines Dates
Pineapple Pomegranate .
Pumpkin Sweet Potatoes Grap.efrult Kale .
Kiwi Mandarin Oranges
Oranges Pears

Sweet Potatoes
*Some year-round fruits and vegetables include: apples, avocadoes, bananas, carrots, celery, cherry tomatoes, lem-
ons, lettuce, and potatoes.

For more information or for fruit and vegetable recipe ideas to give your WIC participants, see the Fruits and Veg-
gies More Matters page at www.fruitsandveggiesmorematters.org
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NOTICE OF TERMINATION
By: AddieAnn Wilson, Office Manager, Bear River Health Dept.
Edited by Rick Wardle, Operations Manager, State WIC Office .

When a client is Active and is found to no longer be eligible for WIC they are entitled to 15 days of benefits
and need to be given a Notice of Termination. If the entire family is being terminated, this notice may be
printed from the family screen by selecting Printouts and Notice of Termination. Please ensure the correct
family members and dates are listed.

If the entire family is not being terminated (for example if the mother was no longer on the program, but now a
child is found to be over income) we need to go to the application screen under that child to print the notice.
After this notice is printed, document that the notice was given under a comment within the family or scan the
printed notice. Make sure the family members receive the appropriate 15 days of benefits.

The following are examples of termination reasons where 15 days benefits should be issued:

e Over income during the certification period

e Mothers who stop breastfeeding, or who are partially breastfeeding (out of range), infants who
are over 6 months of age

e Disqualifications for participant violations

o Participant requests termination

If a client calls and states they are no longer interested in receiving WIC benefits, we should terminate them
for “participant requests termination” and offer to mail them a Notice of Termination. Also let them know that
any future checks beyond 15 days of benefits will be voided, and ask them to bring those checks to the clinic
so they may be voided “In Hand”.

In a case where a client believes their family to now be over income and does not wish to bring check stubs
into the clinic to have it verified, we must still terminate them as participant requests termination instead of
over income. We can only terminate someone as over income after two staff members verify their income in-
eligibility in person.

No food benefits are issued past the term date (if found ineligible) since they were notified on their checks of
their certification end date.

NOTICE OF INELIGIBILITY

Notice of Ineligibility is given to clients when they are Pending and are found to not qualify for WIC. Since
they are not active, 15 days benefits may not be issued. When a client is found to be ineligible, they will be
prompted to sign that they understand that they do not qualify for WIC at this time.

A Notice of Ineligibility must be printed and presented to the client. If the entire family is found to be ineligi-
ble, this notice may be printed from the family screen. Ensure the correct family members and dates are print-
ed on the form.

If the entire family is not being found ineligible (for example if the mother was no longer on the program, but
now a child who is pending is found to be over income) we need to go to the application screen under that
child to print the notice.

This frequently applies to participants who reapply after their termination date.

Document in the comments section that this notice was given or scan the printed notice.

PAG
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Announcements

Resource for working breastfeeding mothers.
The National Women's Law Center has a tool kit for breastfeeding mothers regarding their access, coverage, sup-
port and counseling under the ACA law.

http://www.nwlc.org/resource/new-benefits-breastfeeding-moms-facts-and-tools-understand-your-coverage-under-
health-care-

Single user pumps
You should be receiving your Single User Pumps order shortly. We hope you enjoy providing these to your exclu-
sively breastfeeding mothers.

When issuing Single User Pumps, please make sure moms meet the criteria for receiving these pumps. This incen-
tive is to promote exclusive breastfeeding. Please refer to the information sent to your local agency Breastfeeding
Coordinator.

CNS Process Reminder

The Scope of Work for the CNS contract states that CNS will “deliver the requested formula in the least expensive
means possible within 7 days, from order, unless requested to ship the product overnight”. CNS will “deliver
premature formula within 3 days, from order”.

The State RD Team will check on unfilled orders that don’t meet the specification in the Scope of Work and have-
n’t been received within 7 days from the order or 3 days for premature formulas. CNS may deliver a partial order,
providing product for some participants, but not for all participants. This doesn't mean that CNS has forgotten a
participant’s order but they are waiting to receive a product from a manufacturer. CNS will deliver products as
they are receive them and will notify the State RD Team if any products are unavailable or on backorder.

Thank you for your patience with this process!

Mountain West Mothers' Milk Bank (MWMMB) - Mountain West Mothers' Milk Bank, as of June 18, 2014, is
officially a non-profit 501(c)3 organization serving Utah and neighboring states. It is important to spread the word
about this new organization. It’s also important to inform hospitals/physicians that they can order and use donor
human milk. Their new website was launched on June 18, 2014 as well. Please visit: mwmothersmilkbank.org

This has been two years in the making! MWMMB has a full working taskforce of approximately 15 volunteers
representing many fields and professions. The Medical Director, Dr Jerry King has formed an executive board.
Monthly taskforce calls have been very productive with a high attendance.

MWMMB is currently looking for:

a Chair for the Education Committee

new donor collection sites

more donor moms

new taskforce members (since it takes a village and more are welcome)

If you have any questions please contact Judy Harris: Judyharris@utah.gov

WIC Wire is published monthly by the
Utah WIC Program State Office of the Utah WIC
Box 141013 Program.
A Salt Lake City UT 84114-1013

www.health.utah.gov/wic Christina Perry, Editor
UTAH | WOMEN, INFANTS & CHILDREN
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