
WINTER STORM - VIRTUAL MEAL DELIVERY
Thank you for your willingness to check on our Meals on Wheels clients via a virtual delivery! As a 
reminder, volunteers must be fully onboarded in our portal and have the “VNA Meals on Wheels” 
mobile delivery app downloaded onto your smart phone. You will log in to the mobile app with the 
email and password that you used to set up your volunteer portal account. If you already have the app 
installed on your smartphone, please ensure you have the most recent update.

Here’s how the virtual delivery will work!

1. If you already have a regularly scheduled route and are able to use the app, you are set up and 
ready for virtual delivery. *** Please know that your reminder email will still give you a physical 
pick up location. Please ignore this.

2. On the day of delivery, you’ll open up your mobile delivery beginning at 10:30 AM. You can see 
your list of clients and phone numbers. To call clients, simply click on the phone number. Utilizing 
a prescribed script (see below), you will call the clients on your list between 10:30 AM and 1:30 PM. 
All calls should be completed by 1:30PM each day to give us time to follow up on any urgent client 
issues for that day.

3. Within the app, please mark the client as DELIVERED if you actually speak to the client or 
someone in the home who is with the client at the time of the call. Please mark UNDELIVERED 
if you unable to reach the client. You will then select a reason from the dropdown box as to why 
you selected undelivered.

4. We have added additional questions you can ask clients to determine what other needs they may 
have during this crisis. They are sorted into categories so we can more easily follow up at the end 
of the day. These are not required to be asked each day, but to be used as a guidepost for volunteers 
to organize client feedback. Please know we will do all we can to help clients with needs outside of 
food, but it may take some time. Thank you for encouraging them.

5. Once you have completed calling the clients on your list, you will log out of the mobile app. In 
order to protect our clients, all client information will disappear from the mobile app after 2:00 
PM each day.

FAQ:
I’m not scheduled to volunteer in the coming weeks, but I would like to participate. How can I sign 
up?
If you are not scheduled in the coming weeks, but would like to participate, you can sign up for a route 
on the portal. Please log into the portal and look for open routes by zip code. You can select a route in 
any zip code. Click here to select preferences and search for open routes: https://volunteer.vnatexas.
org/Login?startURL=%2FSelectRoutePreferences  

I am part of a volunteer group and I have the mobile app. How does this affect me?
For groups utilizing the mobile app, you are able to keep existing routes for group members using the 
app and assign routes to team members who wish to participate in virtual delivery.

If you are not scheduled in the coming weeks, but would like to participate, you can sign up for a route on the portal. Please log into the portal and look for open routes by zip code. You can select a route in any zip code. Click here to select preferences and search for open routes: https://volunteer.vnatexas.org/Login?startURL=%2FSelectRoutePreferences
https://volunteer.vnatexas.org/Login?startURL=%2FSelectRoutePreferences
https://volunteer.vnatexas.org/Login?startURL=%2FSelectRoutePreferences


WINTER STORM  
VIRTUAL DELIVERY CALLING SCRIPT

Thank you for your willingness to check on our Meals on Wheels clients.  

We are grateful for your support and patience as we endeavor to meet 

the evolving needs of our clients.  Before you begin, please update your 

mobile delivery app to the latest version available.  Below is a script that 

you can use as a guidepost when making your calls.

Calls can be made directly from your app when you click on the client’s 

phone number. Your number cannot be blocked from caller ID using this 

method. If you do not wish to have your phone number appear on caller 

ID, you’ll need to copy and paste the phone number into your notes page 

and then please push *67 before dialing.

If the client does not answer the phone, you can leave the following 

message:

Hi, this is (First Name) with VNA Meals on Wheels. I am calling to 

remind you that we will not deliver a hot meal today. Please heat and 

eat one of your frozen meals or consume a shelf stable meal. DUE TO 

WINTER STORM CONDITIONS staff and volunteers will deliver meals 

on Monday, Tuesday and Thursday next week. If you have any questions, 

please call the Meals on Wheels office at  

(214) 689-2639.

Then mark not delivered. Please mark not home as the reason.

 



If the client answers the phone, you may begin the script.  Click the 

“leave client feedback” button.

 

Begin script and speak loudly and slowly!

Hello! My name is (First Name) and I am a volunteer with VNA Meals 

on Wheels. I am calling to check on you and see how you are doing. As 

a reminder, we will not be delivering a hot meal today. Please eat one 

of your frozen or shelf stable meals today. DUE TO WINTER STORM 

CONDITIONS staff and volunteers will deliver meals on Monday, 

Tuesday and Thursday next week.

How are you today? If you need a ride or access to a warming station 

please call 211 for help and services.

Can I ask you a few questions about how you are doing at home so that 

we can connect you with any resources you may need? 

Scroll to down access pre-loaded questions about client needs. You’ll 

see the questions are bundled into areas of need so that our team can 

sort needs based on category. Keep in mind that clients may not feel up 

to talking or answering questions or they may have answered the same 

questions on a previous day. It is ok to not go through each question if 

the client feels there has been no change in their status. The list below is 

meant to help us gather and organize client concerns.

Health Issues

• Would you like the phone number to get registered for the 

COVID-19 Vaccine? (Vaccine Registration Hotline 855-466-8639- 

Sun-Sat 7-7)  

• Would you like a VNA nurse to contact you about any NEW health 

concerns you may have?  

• Do you need help with access to medication?



Try to avoid getting into a conversation about their health. Use this question to let them know that if they are 

not feeling well that we will have our nurse reach out to them.

Living Conditions

• Do you feel unsafe in your home? 

Being even more isolated in the home may intensify elder abuse, financial scams and bring up other fears. 

Simply click yes or no to this question. If someone says they do not feel safe, please empathically let them know 

we will have a VNA staff person contact them. This may result in a report to Adult Protective Services. 

• Are you experiencing an increased sense of loneliness and/or isolation? 

Homebound seniors may be experiencing even more feelings of loneliness and isolation at this time. VNA 

is working to help our clients connect and feel less lonely.  Our team will reach out to clients who need 

additional support. 

Food needs

• Do you need access to additional food?

In this uncertain time, we know that accessing additional food may be 

difficult for many of our clients. We would like to collect this information to 

refer them to other resources or assess if they can qualify for additional meals 

from VNA for other sources. 

Reminder of meal delivery during the public health crisis and Winter 

Storm:

• As a reminder, volunteers will call one day per week to check on 

you and chat.

• DUE TO WINTER STORM CONDITIONS staff and volunteers will 

deliver meals on Monday, Tuesday and Thursday next week. 

Feel free to chat briefly and reassure them that we hope they are well. 

After you hang up, please mark as delivered.


