Insert Your Agency Logo Here
Drivers are vital to the success of our programs. You bring much needed energy and enthusiasm to our cause, and we could not provide crucial nourishment without your help. 
Welcome to the Aging Network and to the Meals on Wheels community. As a driver for this program, you will deliver meals to homebound individuals who are unable to prepare or obtain meals for themselves. You may be the only person many of the recipients will see for days at a time. They greatly anticipate and enjoy your visits. 
As a new Meals on Wheels driver, you may find that you have specific problems with route delivery, or questions concerning the people to whom you are taking the meals. Meals on Wheels staff are always available to assist you with any concerns. We encourage all of our drivers to report any unusual circumstances that they have observed. We believe that drivers are the eyes and ears of Meals on Wheels. Your observations and feedback on their well-being is extremely valuable.

Reporting Changes:  You may be the only contact the person has all day, or longer. You are our eyes and ears, and have the ability to notice changes in a participant’s appearance or behavior. If you have any concerns about the person, please complete the Red Flags Form and give it to your site manager right after your route.  Examples: appearance of stroke symptoms, unsafe living conditions, recently fallen, appears very ill, abnormal behavior, etc.

Review Red Flags Presentation and the handout Chronic Conditions  Signs and Symptoms
Review Volunteer Driver Training Toolkit on the GWAAR Website to assist with orientation. 

Emergencies:  If you come across an emergency situation at a participant’s home, please call 911 and wait with the participant for an ambulance.  NEVER MOVE SOMEONE who has fallen or has a potential injury.  Report the incident to their emergency contact (INSERT CONTACT NAME) if able. Otherwise report the incident to (INSERT AGENCY NAME) so we can follow up with the necessary contacts. (Insert your local policy)


Sanitation:  

· All persons, including volunteers, must wear a hairnet or hat to cover all hair while in the kitchen.  

· Wash your hands before getting started with your work in the kitchen.  

· Wear clean clothing and keep your hands clean using proper hand washing techniques. Try to avoid touching your hair, mouth and nose.
· Make sure your car is free of debris that may be a carrier of bacteria.

· Volunteers are asked to refrain from smoking while making deliveries, both to keep the food smoke-free and out of respect for our client's well-being.
· Use hand sanitizer after every delivery.

· Review Kitchen to Table Food Safety Power Point Presentation

· Review First Aid Basics and Chemical Safety Presentation 
Cold & Hot Food Packaging: It is very important to serve food that does not have potential to make someone sick.  The elderly population is very susceptible to food borne illness if the food is not kept at proper temperatures.  We periodically check food temperatures after route delivery to ensure safe food temperatures.
Foods must be kept at a safe temperature during delivery. All cold food and beverages should be packed in coolers with ice packs.  Cold food needs to be 41° F or colder.  All hot food should maintain a temperature of 140° F or hotter. To assure that food stays hot, be sure to include a heat source in the delivery bag, or if you have an electric bag be sure to plug it in your car. Please make sure to be careful with the plug when plugging and unplugging from the outlet.  
Delivery Instructions: Some consumers have delivery instructions listed on the route sheet – such as “use the back door” or “open milk.”  If you have suggestions for changes to the route sheet, please let your site manager know. Please encourage participants to eat the hot meal right away and refrigerate any left overs promptly.
Meal Cancellations:   If a participant wants to cancel a meal, please ask them to call the (INSERT AGENCY NAME).  Drivers do not need to take responsibility of canceling meals.  If a participant is unable to make the phone call, you may assist them while in their home. 


Donations: 

The suggested donation is $_____ per meal.  Each Meals on Wheels participant is informed of the cost of the meal and is given the opportunity to donate what they feel they can afford. They are also informed that if they are unable to donate they will not be denied a meal.  It is important that you do not make comments about how much participants donate or what you feel they should donate. This is a very private and individual matter. 
The Aging Office sends monthly donation statements in the mail.  This tells the person getting meals (or their family) how many meals they had during the previous month.  The participant can then send their donation to our office.  Although discouraged, participants may give their donations to you. If this occurs they should be turned in the same day they are received to your supervisor. 

What Else May We Ask you to Deliver:

Monthly menu. Please encourage them to post on their refrigerator.
Welcome Packet to new participants, educational materials, other paperwork, special announcements, etc…

Job Description
Provide driver with your local Job Description

Reimbursement:

(INSERT your local policy for reimbursing HDM drivers (Paid and Volunteer)
Gifts and Tax Information
Volunteers should be careful not to accept payments or gifts from passengers, as this could be viewed as using the vehicle “for hire”—which would affect personal automobile insurance coverage. 

Some volunteer drivers choose to deduct their mileage driven as a volunteer “for charitable purposes” from their taxes. The mileage rate for such deductions is set by the Internal Revenue Service (14 cents a mile in 2007). Check with your accountant or the IRS (web site: www.irs.gov ) for current rates and limitations. 

Auto Insurance 

The (Insert Agency Name) does not have insurance coverage for volunteer drivers. The Volunteer 

Driver must have his/her own automobile insurance policy that will cover damage to the vehicle, to self, and to others. Check your policy and know the requirements of your own insurance company.

Insurance, Accidents or Injuries involving the Home Delivered Meal Driver

You, as the volunteer, understand that your personal auto insurance is primary coverage, and

1. You should review his/her policies to ensure that there is not language that would prohibit the volunteer from providing volunteer transportation

2. That the Volunteer Agency maintains coverage only in excess of the driver’s personal coverage.

3. Explains what additional coverage the (Insert Agency Name) maintains covering volunteers. (INSERT YOUR LOCAL INFORMATION)
Test Trays and Temperatures (at least quarterly)

We require that a temperature check be done at the end of each route at least quarterly. These reports are an essential part of our required documentation for this program. Your supervisor will provide the following information to you. (See Appendix 1 for Sample Test Tray Policy and Form)

1. Record time of food pickup and the last delivery as instructed by your supervisor.

2. The Test Tray will be clearly marked.  After you take the temperature, record comments of the meal on the “Home Delivered Meal Test Tray Form”. 

3. You should be given a thermometer. Insert the probe half way into the food item being tested. Once thermometer stabilizes, record the temperature. 

4. Keep ongoing notes of client comments and your own observations. These might include positive comments about the food or any aspect of the program, or suggestions for improvement. This information will be passed on to the proper person, usually the dining center manager.

You are providing more than a meal; you are the daily check on their well-being. You are the face of our organization. You make their day!

Thank you 

for making a positive difference 

in the lives of those we serve.
We appreciate you!

Appendix 1- Test Tray Policy and Form

Sample Template

Policy and Procedure

Conducting Home Delivered Meal Test Trays

SUBJECT:  CONDUCTING TEST TRAYS TO ASSESS QUALITY AND FOOD TEMPERATURES UPON DELIVERY

Background:

Per the Wisconsin Aging Network Policy and Procedure manual Chapter 8: 

Section 8.4.28
Administration of the Home-Delivered-Meal Program

This section includes policy as it relates to the administration of the home-delivered-meal program.

8.4.28.1
Home-Delivered-Meal Instructions

Written and/or (when necessary) verbal instructions shall be given to participants for handling and possible reheating of the meals.  All home-delivered meals shall be marked with the date the meal was served.

8.4.28.2
Home-Delivered-Meal Temperatures


(1)
Food shall be delivered at safe temperatures to prevent food-borne illness.  


(2)
Hot food shall be maintained and delivered at 140° F or above or it shall not be served.


(3)
Cold food shall be maintained and delivered at 41° F or below or it shall not be served.


(4)
Frozen food shall be maintained and delivered at 32° F or below or it shall not be left with the participant.

Monitoring food temperatures at delivery every one to three months will ensure the quality and safety of the meal. Different food types should be tested each time, e.g., fish, chicken, casseroles, and soup.

POLICY: Test trays will be completed at least once per quarter. Additional test trays will be sent as needed based on complaints about cold food.

PURPOSE: To assure meal trays are delivered in a manner assuring food is at the proper temperature and quality when it is served to participants.

DATE EFFECTIVE:_______________________

DATE REVISED:_________________________

APPROVED BY:__________________________

PROCEDURE:

1. The Meal Site Manager will inform drivers when a test tray in to be added to their route.

2. Food temperature will be obtained prior to meal service and recorded on the “Test Tray Form”.

3. A regular HDM meal marked “Test Tray” will be included in each driver’s route on a designated day at least once per quarter. 

4. The test tray should remain in the hot food delivery bag until the last HDM tray has been delivered.

5. Drivers then take the temperature of both the hot and cold food using a calibrated bimetallic stem thermometer or a digital thermometer and record per the instructions on the Temperature Monitoring Form. 

6. If food temperatures are inappropriate, a corrective action plan for better holding procedures and/or more timely delivery should be implemented.

7. If corrective action is necessary, a follow-up test tray should be conducted in one week to evaluate effectiveness of the corrective action plan. 

8. Test Tray Temperature will be kept on file for at least one year. 

9. Drivers should be trained on this procedure and be given a copy and training of the Guidelines for Home Delivered Meals Volunteer Drivers once they had read the document, they should complete the Home Delivered Temperature Monitoring Quiz. Keep a record in their file as proof of training.

Home Delivered Meal Test Tray

Route: ______________________________________

Time left on route  ______________


Time tray checked  _____________

Instructions: Please test meal after last delivery and record below. Insert the thermometer into the thickest portion of the food item. Let the thermometer reading stabilize. Please note the appearance, smell and taste of the food below. Thank you!

	
	Menu Item
	Temp when meal was packaged
	Temp at the end of the route
	Acceptable Delivery Temperature**

	Entree
	
	
	
	140 or above

	Starch
	
	
	
	140 or above

	Vegetable
	
	
	
	140 or above

	Salad
	
	
	
	41 or below

	Dessert
	
	
	
	41 or below

	Milk
	
	
	
	41 or below

	Comments on Food’s Appearance:



	Comments on Foods Taste:



	Comments on Foods Smell:




**Acceptable temperature to maximize food quality, palatability, and safety of food. Foods should not be held in the danger zone (41-140 degrees F) for more than 4 hours.

Corrective action needed?    Yes_____        No _______

Other Notes:

Completed by___________________________________________ Date____________
Appendix 2- When You Arrive at a Participant’s Door
AT THE PARTICIPANT'S DOOR

As you arrive at the participant's home, deliver hot meal tray from the thermal box and cooler.  RE-LATCH COVERS ON THERMAL CONTAINERS AND COOLERS BETWEEN DELIVERIES TO MAINTAIN THE TEMPERATURE. Because the meals may include several components, cross check it with your copy of the monthly menu to ensure that you are delivering a complete meal. The meals may include several components. 
Always knock first and announce loudly "Meals on Wheels" in case the door is open. Do not leave the meal if no one is home. Inform the staff that day when a participant is not home. 

· If you observe that a client has uneaten meals, or if you notice any changes in the client's appearance or behavior, or if you see any other unusual signs of disorder or unsanitary conditions, report your observations to your supervisor. 

· Keep your relationship with clients on a friendly yet professional level. Avoid running errands for participants and receiving gifts or tips from them. If clients request help running errands or transportation, tell your assessment coordinator who will arrange appropriate referrals. 

· If any clients have questions, complaints, or instructions regarding meal delivery, ask them to call the office. 
Entering the Participants Home

Unless the driver has established a relationship and has been given permission by the client to enter his/her home, a driver should not enter a client’s home. 
Late Arrivals

If you are late delivering a meal, apologize and explain that every effort is made to ensure a timely delivery. Politely remind the client of the time frame for delivery of their meal. 
Guidelines for 


Home Delivered Meal 


Drivers 





Participant Not Home:  


In the event that the customer is not home to receive the meal, the meal should not be left at the home.  You can leave the meal with a neighbor, friend, or relative who is willing to accept the meal for the participant if this has been prearranged.  We need to be sure that we are very consistent with following this policy.  (Insert any other local information)





Reporting Undeliverable Meals / Well-Being Check:  If a meal is not delivered, please inform the Meals on Wheels staff when you return from the delivery route with undelivered meals. Also write a note on the route sheet telling us the person was not home. We need to accurately record how many meals we serve each day.  Staff needs to call the consumer or their emergency contact to check on their well-being. (insert or revise to match local policy).








Confidential Information & Route Sheets:  


The route sheet with customer’s name, address, & phone number is confidential information.  Remember that you have the client’s trust. Please respect the confidentiality of all the information communicated to you. Protect the dignity of the individual. Do not discuss their living situations, health conditions, financial status or anything you learn about them with anyone but a Meals on Wheels


staff member.

















If you have questions or comments, please let us know. 


We are want to hear your suggestions 


about how to improve our service


& to make your delivery experience enjoyable.
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