
 
   

    



Clinic Environment and  
Customer Service 

 
 Clinic environments play a major role in providing 

quality nutrition services 
 
 Impacts customer service, promotes the health 

and well being of clients in a comfortable, non-
threatening and safe family-friendly environment 
 

 Positively impacts client’s ability to share, learn, 
focus and participate  
 

 



 
 Accessibility 
 Sanitation 
 Nutrition and Breastfeeding Messages 
 Family-Friendly Atmosphere 
 Waiting Room 
 Certification Room(s)  

 
 

WIC Clinic Criteria 



Accessibility 
 Clinic is well-marked and easy to find 
 Signage is clear and visible 
 Meets special needs of WIC clients – ADA 

Compliant? 
 Flexible hours  

 

Presenter
Presentation Notes
Clinic Disability Plan ReviewAccommodates transportation problems and other difficulties that keep clients from keeping appointments Change times of appointments when necessary, schedule outside 8-5 working hours or over noon hour. Accommodate individuals who work or go to school – offer extended hours to better serve client needs – Federal Regulation



Sanitation 
 Clinic is clean, organized, clutter free and 

attractive 
 
 Restrooms are clean – access to diaper 

changing stations  
 

 Clinic provides a non-smoking environment  



Nutrition and Breastfeeding 
Messages 
 “Breastfeeding Welcomed Here” Poster 
Positive nutrition and breastfeeding 

messages 
Messages reflect the cultures being served 
Clinic is free of formula product names, logos, 

formula, bottle-feeding equipment 
 Formula feeding materials are stored out of 

view of clients 
 
 
 

Presenter
Presentation Notes
Promotes and supports breastfeeding as the ideal method of infant feeding - Messages convey encouragement to breastfeed in the clinicMaterials visible to clients are free of language that undermines mother’s confidence in ability to breastfeedComfortable environment for asking questions



Nutrition and Breastfeeding 
Messages Continued 
 Private space for clients to breastfeed or to pump 
 Comfortable chairs with arms for breastfeeding 
 Approved Education materials 

 

Presenter
Presentation Notes
Magazines in clinic do not promote formula feeding through advertising, articles or offer free samples or club membership



Family-Friendly Atmosphere 
 All clients are treated with courtesy and respect 
 Staff are friendly and welcoming 
 Family-friendly - welcoming 
 Clinic is organized and has good flow of services  
 Environment suitable for application process   
 Non-English materials and/or interpreters must 

be available as needed 

Presenter
Presentation Notes
(does not look like a medical office)customer service and confidentiality



Family-Friendly Continued 
Efficient, logical and minimize duplication 
Waiting time to receive services is reasonable 
Scheduling procedures  
Comfortable, non-threatening, safe 

environment  

Presenter
Presentation Notes
Client application and certification processappointments, reminder calls and how to handle missed appointmentsClients can share, learn, focus and participate



Family-Friendly Continued 
 

 Toys, books, coloring books/activities for children 
 Inform clients if water is available 
 Adequate space to serve families 
 Personal touches 
 Privacy  

Presenter
Presentation Notes
Adequate space for strollers, furnishings to communicate non-verbal messages Clinic provides for the needs of families making clients feel welcome



Waiting Room 
 Welcoming 

 

 Clean, comfortable, inviting and child friendly 
 

 Resources (toys, books, activities) available to 
occupy children   
 

 Approved resources for individuals to read or 
take 

 Waiting room is expectant-mother friendly with 
comfortable chairs 
 
 
 

Presenter
Presentation Notes
promoting nutrition, breastfeeding, good health and other reading materials available 



Waiting Room Continued 
 
 Bulletin boards, posters, referral information is 

available that supports positive nutrition and 
breastfeeding 
 

 Required posters are displayed in visible location   
 

 Interpreter services poster  
 

 Voter registration forms and box  
 
 

Presenter
Presentation Notes
And Justice For AllNon-Smoking Fair Hearing Procedures(large size, yellow color) is displayed in visible location for language needsare client accessible



Certification Room(s) 
 Provide suitable environment for certification process 
 Confidential 
 Anthropometric and hematological area is child 

friendly and safe 
 Equipment is in good working condition – policy 
 Room is clean, organized, medical supplies and 

medical waste (biohazard containers) are out of the 
reach of children 

Presenter
Presentation Notes
calibration of scales is completed on a routine basis



Certification Room(s) Continued 
 Resources (toys, books, activities) are available to 

occupy children 
 

 Room encourages and promotes conversation  
 

 Staff and client can sit knee to knee and have eye 
contact 
 

 Computer is placed to allow clear view of client  



Summary 
 South Dakota WIC clinics should be set-up to ensure 

nutrition services are provided in positive 
environment that provides excellent customer 
service, promotes the health and well being of clients 
in a comfortable, safe, family-friendly atmosphere for 
clients to share, learn, focus and participate, utilizing 
the space available 
 

 Refer to WIC Policy and Procedure Manual – 1.20 
WIC Clinic Environment and 1.20A Checklist 
 



Clinic Environment Quiz 
 Does the clinic office sign need to show flexible 

hours available by appointment to accommodate 
individuals that work or go to school?  Yes or No? 

 
 Is the clinic required to have a poster or sign stating 

that breastfeeding is welcomed?  Yes or No?  
 

 Should a waiting room have nutrition, breastfeeding, 
good health and other reading materials available for 
clients to read or take with them?  Yes or No?     

Presenter
Presentation Notes
Answers to Quiz:Clinic Office sign – YesBreastfeeding poster or sign – YesWaiting Room with nutrition, breastfeeding, good health and other reading materials available - Yes
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