
Meals on Wheels

Orientation  



MISSION STATEMENTS

Frederick County Senior Services Division:

• MISSION: The Senior Services Division enriches lives 
through community connections to services, programs 
and resources.

• VISION: That all Frederick County residents are 
empowered, engaged and equipped to live their best life. 

Meals on Wheels 

To empower local community programs to improve the 
health and quality of life of the seniors they serve so that no 

one is left hungry or isolated.



History of Meals on Wheels in Frederick County

• Started in 1976 by Church Women United
• Service confined to downtown Frederick
• Originally served about 40 clients

• Adopted Meals on Wheels in 1999
• Currently 23 Routes 
• Serves approximately 205 individuals daily



Meals on Wheels Eligibility:

• Adults age 60 or older, or adults of any age with a chronic health 
condition or disability who meet program eligibility guidelines.

• Homebound and unable to travel or shop without assistance.

• Physical and/or cognitive limitations impacting ability to shop for 
and/or prepare food on a regular basis.

• No regular caregiver (paid or volunteer) to purchase or prepare 
food on a regular basis.



1
• Client or representative submits MOW application. Applications can 

be submitted over the phone, emailed, or faxed.

2
• After client has been deemed eligible for service, the Nurse Case Manager 

completes a home-visit assessment to assess health and safety of the client.

3
• The MOW Intake Specialist adds the clients to a MOW Route. Vendors are alerted 

of the addition and  any dietary needs. 

4
• The Volunteer Coordinator alerts the volunteers that there is a new client, and 

volunteers begin delivering meals!

Client Enrollment 



Meals on Wheels Delivery 



Wait.  Before we get started; What should I wear?

• Comfortable, washable fabrics 
appropriate for weather and delivery 
conditions.

• Sturdy shoes appropriate for weather 
and delivery conditions.  We suggest 
you avoid sandals and open toe shoes 
for safety.

• Be respectful of varied beliefs when 
selecting clothing with a message.



Living conditions may 
be different than what 
you expect to see.

• Homebound clients may display 
diminished levels of personal 
cleanliness. 

• You may see evidence of insects or 
rodents.

• You may see excess clutter or hoarding.

• You may see a lack of basic 
housekeeping; stains and dirty surfaces, 
unwashed dishes, piles of laundry or 
overflowing litter boxes.



Food safety 
• Foodborne illness is caused by eating food that is contaminated 

with harmful bacteria or viruses.
• Individuals 50 + are more likely to be hospitalized and die from 

foodborne illness due to weaker immune system.
• Foodborne illness is preventable with proper food handling.

Preventative Measures:
• Handwashing 
• Use hand sanitizer after every delivery
• Temperature control 
• Always transport and hold food in approved 

coolers and hot bags
• Do not place food on ground or floor
• Clean delivery equipment 
• Universal Precautions 



Universal Precautions



Step One: Picking up meals
• Meals are picked up from their designated location between 10:30 am  

and 11:30 am
• Homewood

• Senior Services Division (DOA Routes)

• Work Release Center (Buckingham’s Choice, Spring Ridge, Jefferson, Middletown)

• Crestwood Village (Crestwood and Tuscarora)

• Christ Reformed Church  (Middletown)

• Home Delivered Meals (HDM) 

• Verify, Verify, Verify…………Verify Again
• Compare the meals in the carriers to names listed on 

he route sheet
• Make sure you have a meal for each client on your 

route sheet-unless previously notified of changes.



Route Sheets

• The route sheet is the guide for each route. This will tell you who 
and where your clients are and any other pertinent information you 
will need to deliver that route.

• The route sheet has clients information on it so we ask that you keep 
track of your sheet and shred any copies you print for yourself

• One thing not listed on the sheet is when a client cancels for 1-3 
days, this info will be emailed to you

• The following slide will explain the info within the route sheets



CONTAINS 
CONFIDENTIAL 

INFORMATION – DO 
NOT LOSE!

Be familiar with 
this general 
information.

Date Route has been 
updated

General driving 
route guide.  Let 
SSD know of any 

issues.

Any special 
instructions are noted 

in RED.

Call first if 
nobody 

answers door

Where & when to 
pick up food

Client’s Address
Where to 

return 
cooler/bag

Name of client



Step Two: Delivering Meals 

• Remove meals and components from carriers-
remember to close carriers

• Knock on the door, and give the person time to 
answer. Follow any special instructions on the 
route sheet 

• Hand the meals to the client, or leave them on 
the table or counter, as specified by the client. 

• Assist with opening milk cartons, trays, and 
containers, if requested. 

• Exchange pleasantries and conduct a quick 
visual assessment

• Report any concerning/unusual circumstances 
to MOW Staff 



• Meals on Wheels is supplying volunteers with gloves and hand sanitizer 

• We ask that you clean your hands after delivering to each client

• We ask that when delivering the meal to clients that you do not enter their house 
unless they absolutely need assistance

• Please hand them the meals at their door and try not to linger too long

During the Covid-19 crisis we have implemented some 
measures to ensure everyone’s safety

If you or any member of your household has cold or flu symptoms, or has been in 
contact with a person diagnosed with or being tested for Covid-19 please notify the 

MOW team immediately. A substitute will be secured until your health and safety has 
been confirmed.



Public Schools open late—Senior Centers open on time with programs 
and activities

Public Schools close due to weather conditions-Senior Centers are 
open, but all scheduled programs cancelled. MOW deliveries will be 
determined based on road and weather conditions

 Frederick County government delay-MOW determined on road and 
weather conditions. 

 Frederick County government offices closed-MOW deliveries cancelled.





What if the meals do not match the route sheet?

If meals are missing:
 Buckingham’s Choice, Spring Ridge, Middletown, 

Jefferson—Notify Detention Center kitchen
 Tuscarora-Call MOW Line
 Department of Aging Routes-Notify MOW Intake 

Specialist
 Homewood Routes-Notify kitchen
**ALWAYS Notify MOW Staff 

Extra meals:

 If it belongs with a route at your pickup 
location-pass to the volunteer for that 
route. 

 If the meals is from a different pick up 
location-pass along to a Client on your 
route. 

**ALWAYS Notify MOW Staff



What if there is no answer?

Call Client (use*67 before dialing to block 
your number from being displayed)

If no response, Call MOW Line for guidance

Pass meal along to another Client
Do not enter the home unless 

instructions are listed on route sheet
Do not leave food on the door step, door 

knob, or with a neighbor  

https://previews.123rf.com/images/andreypopov/andreypopov1704/andreypopov170400340/81079214-close-up-of-a-young-pizza-delivery-man-ringing-the-door-bell.jpg


What if the Client is sick or injured? 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjlvI_ghPLbAhVvtlkKHYL2DkgQjRx6BAgBEAU&url=https://www.canstockphoto.com/medical-emergency-rubber-stamp-45407867.html&psig=AOvVaw3rJxAQ7bKufV6PwuqqL37R&ust=1530126816384811




Call 911 and stay with the Client until First 
Responders arrive 

Do not move the Client

ALWAYS Notify MOW Staff of concerns

What if the Client is sick or injured? 



What if there is an unrestrained animal? 

 DO NOT deliver if you feel unsafe

 Call the Client and make them aware that you do 
not feel safe and inquire if they can come out to 
retrieve the meals or restrain the animal. If Client is 
unwilling then pass meals along. 

 Notify MOW Staff if client is non-compliant

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjY_Zb_hfLbAhXNk1kKHTdwAYcQjRx6BAgBEAU&url=https://ungratefulsoup.com/2015/06/16/family-in-shock-as-unrestrained-dog-bites-new-houseguest/&psig=AOvVaw1ey-iXJY9UQJZowfuuU-9x&ust=1530127148196000


Visible Weapons 

DO NOT enter a home if you do not feel safe

Client have been informed that it is Meals on 
Wheels rule that they have any weapons put 
away 

Notify MOW Staff IMMEDIATELY if client has 
not complied with this rule



What if the person is unhappy, angry, or 
complains all the time?

 Don’t take it personally
 Remember behaviors are often used as a coping mechanism 
 Listen to complaints/concerns patiently 
 Acknowledge the concern/complainant
 Make NO PROMISES 
 Maintain Boundaries
 Remember: you are entitled to respect
 Encourage Client to contact MOW Staff
 Contact MOW Staff with concerns or if the situation persists 



What if a Client wants to pay for meals? 

NEVER accept money or gift from Clients

 Instruct the Client to contact the Meals on Wheels 
staff to arrange direct payment 

Provide the Client with MOW contact information 



Cover cuts
Hand Hygiene 
Do not handle soiled linen or trash
Avoid contact with blood and other bodily fluids
Do not use bathrooms
 Be mindful when accepting food and drinks
 Be observant of fall risks or other hazards in the home
Do not go into a home if you feel unsafe
Maintain Client confidentiality 



DOA does not provide gas 
reimbursement or provide 
transportation for deliveries

 Speak with your tax preparer 
concerning 502V form

All drivers must maintain a valid 
drivers’ license and vehicle 
insurance

DOA is not liable for accidents 
which occur during meal delivery 



Pets Eat Too!

In conjunction with the-
Animal Welfare League of Frederick County 
and other local agencies 

Pet food bank
Pro bono veterinary services
 Financial assistance  

If a client is inquiring about pet food have 
them call the Meals on Wheels staff




