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           Customer Service Notes for 
Applying Disney’s Customer Service Principles to WIC  

 

Often we can borrow from other industries to apply practices that would be helpful within our organization.  

Regarding customer service, Disney is an accomplished leader in providing stellar service.  Those of you  

who have visited one of their parks have perhaps seen this service in action, as the late Walt Disney was 

fanatical about customer service.  Below are principles from the book Inside the Magic Kingdom by  

Thomas Connellan. 

 

1. The competition is anyone the customer compares you with. 

2. Pay fantastic attention to detail. 

3. Everyone walks the talk. 

4. Everything walks the talk. 

5. Customers are best heard through many ears. 

6. Reward, recognize, and celebrate. 

With # 1 above, if a participant has just come from a local grocery store where she receives great customer 

service, that will be top of mind as she enters your office.  

 

With #2, we know that inattention to detail can damage customer service.  For example, consistently 

double-booking appointments for participants demonstrates a lack of attention to detail, which participants 

will not like.   

 

With #s 3 and 4, as soon as a participant enters your office, anything and everyone represents WIC, and 

reflects upon your service.  For instance, if your waste baskets are overflowing or the waiting area is 

cluttered, this reflects poorly on the service you provide. 

 

With #5, always take into account feedback from participants.  This can be given to any of your staff –  

from the receptionist to a nutritionist. Listening to this feedback may reveal areas where service can be 

improved.    

 

With #6, when a co-worker provides stellar service to either a participant or a co-worker, recognize it.   

 

(The above principles are covered in our popular “Exceeding Participant Expectations” training program 

that has been presented at WIC conferences and training sessions in over 20 states.)   
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Question for Reflection: 
 

1. How can you apply the above Disney principles to improve customer service within your office?    
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