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policy

Clients have the right to expect: 
· A non-discriminatory, quality meal delivery service;
· Meals to be delivered at a reasonable time;
· Meals delivered at a time that meets client expectations, where possible;
· Meals that meet Food Standards Australia New Zealand temperature guides;
· Meals that meet safety anti-tampering requirements for meals being delivered.
rationale

Queensland Meals on Wheels Limited must balance the taking of risks in delivering meals to clients / carers against their ‘duty of care’ as service providers.

Duty of care must be upheld in delivery of meals in order to satisfy health, hygiene and food safety standards when delivering meals to clients.
Queensland Meals on Wheels Limited have a policy of no meals to be left outside a client’s residence.  If they are not home (even if an esky is provided or a note left), the following alternatives for clients can be arranged by prior negotiation:

· Collection of your meal from the kitchen.
· For delivery of the meal to the home of a neighbour.
· Delivery of an additional meal to you on the previous day if practicable.
NOTE: - If a meal is not required, the client / carer must cancel meal by 9.00am or client / carer will have to pay for their meal.

process 

Delivery of Meals

Hot food

· Delivered as soon as possible after final heating in kitchen.
· Hot food temperature must not fall below 60°c at any time during transport until the meal is delivered to the client.
Cold Food

· Cold food must be maintained at 5°C or below.
Frozen or chilled food

· Frozen food must remain frozen hard, not partially thawed, at all times during transport until delivered to the client.
Transport

· Meals will be transported in appropriate eskies and personally delivered by volunteer deliverers. Delivery volunteers must replace lid of esky immediately after removal of a client/carer meal for delivery;
· Meal deliverers will be handed a meal delivery run sheet or folder prior to departure from kitchen. This will contain the names of clients / carers to be serviced, details of run directions, details of any special meals for that particular day, any changes to client / carers normal meal delivery requirement. Any changes will also be verbally given to delivery volunteers prior to departure. All delivery volunteers are asked to read the run sheet or folder at the start of the journey to familiarise themselves with any changes since they last made a delivery;
· Storage areas in cars carrying food for delivers, e.g.: car boots are to be clean and free from any items that may contaminate food or delivery equipment;
· If client/carer are not at home, meal delivery volunteers are instructed to follow the non-response procedure and if necessary return the non-delivered meal to the kitchen and leave a card asking the client/carer to call the kitchen on their return. 

Context

Research has revealed that some of the risks associated with leaving a delivered meal at a client / carer’s residence (even if left in an esky) are:
· Animals or insects tampering with the meal;

· Another person tampering with the meal;
· The longer the meal is left at temperatures between 5°C and 60°C, the higher the risk of food poisoning.
This policy has been developed to satisfy the Health, Hygiene and Food Safety Authorities requirements and to guard against having the public liability insurance cover of Queensland Meals on Wheels Limited being voided in the event of proven negligence.

If Clients you have any questions or concerns regarding delivery arrangements or need to make alternate arrangements for your meal deliveries, please contact the service directly or 1300 90 97 90 or 07 3205 5588.
Standard reference

	Australian Aged Care Quality Standard:
	                                                          Standard 4 Standard 7
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