	Senior Nutrition Program Community Review


The Community Review of the Senior Nutrition Program (SNP) was conducted April 19 through April 21, 2005.  The review panel included Jeanette Chamberlain, Ken Jackson and Manny Mandel.
This report is divided into the following four parts:

1. Program Description

2. Review Process

3. Summary of Findings, which summarizes the reviewers’ findings about the program’s performance in each reviewed area.  This part also includes recommendations and suggestions for improvements.

4. Review Scale with Results and Comments that includes a description of the areas reviewed and the review scale and the review areas with the panel’s scoring results.

Program Description

Montgomery County Department of Health Human Services’ (DHHS) Senior Nutrition Program provides meals to seniors ages 60 years of age and older in settings where activities and services for seniors are available.  Meals are served in locations such as senior centers, adult day care centers, community centers and residential communities where seniors live.  SNP also offers meals for those who are homebound.  Activities provided through the program consist of exercise programs, classes and computer training at some sites.  Additionally, SNP sites can include games, arts and crafts and social activities for seniors.

SNP collaborates with the County’s Area Agency on Aging and local ethnic community organizations and restaurants to provide ethnic nutritious meals, nutrition education and a social outlet for seniors of various ethnic backgrounds.  Through this program, seniors of various ethnicities have an opportunity to eat nutritious familiar food, learn about and access other County services, participate in classes and activities tailored to their needs, and meet and socialize with other seniors.  Currently, the program has four Korean, one Vietnamese, four Chinese and three kosher sites (a Russian group attends one of the kosher sites) serving 44,000 meals a year.  In addition to the ethnic senior lunch sites, the Senior Nutrition Program offers lunches and various activities for County senior residents at 15 additional sites.   



From the What Are You Doing for Lunch? Brochure and the May 2005 eNews
Review Process

To prepare for the review, panel members met with the program’s senior administrator and the program manager to obtain an overview of the program.  During the first review day, a site visit was made to a community center where reviewers attended a nutrition education presentation.  After the presentation, reviewers participated in a Vietnamese lunch and observed a traditional lunch at the community center.  They wrapped up the first day with meetings with the nutritionist and the program manager.
The second review day panel members talked with the office service coordinator and had the opportunity to visit a senior center where they toured the facility and talked with the director and the site’s contract staff.  They also spent time at an adult day care center and interviewed the center’s contract staff.  The last review day panel members saw the home delivered meals by going on routes with volunteer drivers.  They also met the Meals on Wheels president and observed the completion of a monitoring visit.
SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 

Aspects of the Program that are Exceeding Expectations
The Senior Nutrition Program provides excellent benefits to seniors, especially to those who live alone or are homebound.  It is clear the objectives of providing a nutritious meal/fellowship are being met.  The education component also makes a vital contribution to seniors, providing the how and why of good nutrition and should encourage participants to eat better to maintain their health and independence.

Aspects of the Program that are Meeting Expectations

Seniors who participate in SNP seem more likely to enjoy better nutrition overall.  The program supplies approximately one-third of the nutrition needs of most seniors.  It could probably be assumed that participants enjoy better health, although no data was available about this.  The program participation may encourage seniors to take better care of themselves in other ways.  This could be a result of dialogue and developing friendships with other seniors.  This program is one of DHHS’ best kept secrets.

Aspects of the Program that Need To Be Developed Further

This program offers benefits to seniors who know about it, or who learn about it through family or friends.  If the goal of the program is to reach all eligible seniors, then the goal is not being achieved.  If the program must be limited due to a lack of available funds, the argument for a larger participation fails.  If, however, a larger number of participants can be embraced, the recommendation is to seek ways to expand the number of seniors and the necessary human and financial resources to handle an expanded mission.

Suggestions for Improvement

The Senior Nutrition Program needs to reach more seniors.  Many who could or would use this benefit know nothing about SNP.  Knowing about the program does not mean that all eligible seniors will take advantage of the program, but they should be given the opportunity.  The program targets minority populations, but does not discriminate.  Minority participation is evident and this feature of the program seems successful.

Additional Comments and Recommendations

The lack of a standardized data collection instrument makes it difficult to correctly determine a satisfaction index, since there is no follow-up.  Therefore, only a casual opinion can be gained at the congregate sites.  There seems to be little experience with the survey tool and an open question as to the meaningfulness of the accumulated data on program measures. 
The program manager and staff need to ensure participants respond appropriately to the survey tool and investigate how similar programs operate to determine success among current participants and how these programs do outreach.

Additional efforts are needed to get the word out concerning the availability of SNP.  Public forums, church announcements, spreading the word at social settings, and public service announcements may have the effect of getting seniors’ attention about the program.  No one effort can ensure success but by using originality in the information area, the program can claim that “We led the horse to the water.”
SNP serves a vital need for seniors, and should be expanded, if possible.

Useful Trends/Information for other DHHS Programs and Contractors

In the past, the reviewer who focused on this section has been critical of other DHHS programs for lack of outreach.  This program can be a real winner, and at the same time, signal to other organizations a meaningful way to address need in the community.  That said, the program manager and small staff are to be congratulated on their excellent utilization of resources available to them.
SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Exceeding Expectations

The program manager far exceeds expectations in the development and execution of the program and this was exemplified by the following:

1. The design and development of the Management Manual, a comprehensive and detailed manual describing the total program in sections and those responsible for each section.

2. The program manager’s excellent inter-personal relationships with colleagues at the main office and staff members at the meal sites and her openness to questions being asked about SNP.
3. The policies stated in the manual are executed at the meal sites

4. The recipients of meals who were interviewed praised the quality and quantity of the food served to them.

While visiting the food sites, staff and volunteers appeared to be friendly, enthusiastic and committed to the program.  Some of the volunteers and staff have been involved with the program for five to ten years.  This type of attitude usually comes from the leadership.
Aspects of the Program that are Meeting Expectations

The program has the following features:
A. Dependability – the meals are:

1. Served on a regular schedule

2. Hot and cold foods are temperature regulated before being served

3. Nutritionally balanced each day

4. Served at table sizes that promotes socialization

5. Served to various ethnic groups at community sites
B. Reliability
1. Each client has the privilege of either donating or not donating to food cost.  The meal is served regardless of payment.
2. The meal is served each day as promised on a pre-printed sheet of paper available to clients.

3. Clients of Meals on Wheels can trust volunteers that the meal will be served each day approximately the same time as previously promised.

4. The site manager is always present at mealtime to oversee the meal operation and respond to questions and concerns.

Aspects of the Program that Need To Be Developed Further

1. Site managers have expressed a need to have more information for participants about the program printed and available in several languages (this may require more budget).
2. Drinking water did not appear to be easily accessible during mealtime (adequate hydration for older adults is a must for healthier living and mealtime would appear to be an excellent time for drinking water).
3. At sites visited by the panel, socialization seemed to be lacking at some lunch tables.  However, many of the customers are lonely, living along, depressed and may have limited communications skills.  The question is “what can be done to assist them?”  It is stated in the manual that the topic of “learning more about the importance of healthy meals” could be a topic of table discussion.  Another topic which would be common to all is,”tell us what you have been doing with your time this past week or days.”
Suggestions for Improvement

Even though the congregate meal service has “no waiting list,” the population of Montgomery County is rapidly expanding and the population is growing older; translated this means more meals will need to be served and additional work for the program manager.  It is highly recommended that an additional staff person be employed in the program with the responsibility of doing the technical aspects of the program, which would allow the program manager to expand the professional duties of the position.  Also, this is a “need” aspect of the program now without the additional population.
Additional Comments and Recommendations

Reviewing SNP was an educational experience for the reviewer who focused on this section to learn of this highly effective and comprehensive program.  The highest praise goes to the program manager, staff and volunteers.  Taxpayers are receiving the most of each dollar spent on the program and it should be a priority in the County, State and Federal budgets.  
SECTION III:  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Exceeding Expectations

The following infrastructure elements are superior in design:

· The technical nutrition elements of the meals, including the menus;

· The availability of consultation and 
· Response to inquires about the program.
Aspects of the Program that are Meeting Expectations
The program gives excellent main meal service to those availing themselves to the program.
Aspects of the Program that Need To Be Developed Further

Find additional ways to make the program known to those not being served.  This is a program communication and design element that seems to be in need of outreach and may also require additional funding and resources.
Suggestions for improvement

Make available statistics that clarify those who are eligible, those served and the gap that exist in between.

Additional Comments and Recommendations

Because infrastructure implies and includes where a program is in a large fabric of programs, the reviewers wondered how well SNP is known in DHHS.
REVIEW SCALE WITH RESULTS AND COMMENTS

Areas for Review and Rating Scale

The panel rated the program in the following areas:  

Section I—Achieving Outcomes, which includes Developing Outcomes, Charting Results and Creating and Nurturing Partnerships.

Section II—Providing Customer Service, which includes Identifying, Responding to and Anticipating and Evaluating the Needs of Customers.

Section III—Building an Effective Infrastructure, which includes Supporting Outcomes through Personnel, Budget and Technology and Training.

The panel used the Community Review tool to guide their findings, which consisted of the following five point Likert scale:  

Not Meeting


    Meeting


              Exceeding

     
Expectations


  Expectations

        
Expectations



   1

       2


3

      4

        5

The panel used the following definitions of the rating scale for the Senior Nutrition Program’s Review:
Far Exceeding Expectations (5)
· There is evidence of highly exceptional performance.
Above Expectations (4)

· Program is doing above the department’s/agency’s expectation.
Meeting Expectations (3)

· Expectations are being met by the contract, agency’s mission or the panel’s own reasonable presumptions.
· There is evidence neither showing exceptional performance nor evidence showing failure to perform.
· If panel finds a mix of evidence showing both excellence and poor aspects of performance, they might place a program in this category.
· The panel views the category as positive performance.
Below Expectations (2)

· There is evidence of minimal effort.
· A program may be rated a two if they are attempting to meet the expectation in this area but do not have all the resources necessary.  In this case, it is not a negative rating and will highlight a program’s need.
Not Meeting Expectations (1)
· There is evidence that performance is falling short of expectations.
SECTION I.  ACHIEVING OUTCOMES

	
	Score

	A.  Developing Outcomes
	1
	2
	3
	4
	5
	N/A

	1.  Able to describe the program’s mission
	
	
	
	
	(
	

	2.  Clear about community-wide outcomes
	
	
	
	
	(
	

	3.  Able to describe the specific impact of 

     the program 
	
	
	
	(
	
	

	4.  Have outcome measures in place to 

     measure results
	
	
	
	
	(
	

	5.  Able to indicate how the program’s

    outcome measures address client’s 

  well-being
	
	
	(
	
	
	

	  6.  Able to indicate how the outcome 
measures are linked to the program’s mission
	
	
	
	(
	
	

	7.  Using research on “what works” to achieve the program’s mission and improve the outcome measures
	
	
	
	(
	
	

	8.  Applying research to develop and/or change strategies.
	
	
	(
	
	
	

	9.  Clearly articulating the key result in program descriptions and publications 
	
	
	
	
	(
	

	Frequencies
	
	
	2
	3
	4
	

	Subtotal =  38 out of a possible 45
	


	
	Score

	B. Charting Results
	1
	2
	3
	4
	5
	N/A

	1. Using a standardized assessment tool to measure success
	
	
	
	
	(
	

	2. Using a computer to collect and track program outcome data.
	
	
	
	
	(
	

	3. Identifying/setting targets for outcome measures
	
	
	
	(
	
	

	4. Incorporating information about progress toward program key results in reports outside DHHS
	
	
	
	(
	
	

	5. Comparing the program/results trends with other communities, the state or the nation
	
	
	
	(
	
	

	Frequencies
	
	
	
	3
	2
	

	Subtotal =  22 out of a possible 25
	


	
	Score

	C. Creating and Nurturing

      Partnerships
	1
	2
	3
	4
	5
	N/A

	1. Able to clearly identify what County system of services the program is under?
	
	
	
	
	(
	

	2. Establishing relationships (other parts of DHHS)
	
	
	
	
	(
	

	3. Establishing relationships (other parts of county government)
	
	
	
	
	(
	

	4. Establishing relationships (other agencies outside of government)
	
	
	
	
	(
	

	5. Identifying additional partnerships
	
	
	
	
	(
	

	Frequencies
	
	
	
	
	5
	

	Subtotal =  25 out of a possible 25
	


SECTION II.   PROVIDING CUSTOMER SERVICE

	
	Score

	A. Identifying the Needs of Customers
	1
	2
	3
	4
	5
	N/A

	1. Identifying primary and secondary customers
	
	
	
	
	(
	

	2. Aware of how customers come into the program
	
	
	
	
	(
	

	3. Using explanations of eligibility criteria that are clear 
	
	
	
	
	(
	

	4. Maintaining information in a variety of formats and languages
	
	
	
	(
	
	

	5. Using translation services, such as the AT&T language line, the Language Bank, etc.
	
	
	
	
	(
	

	6. Delivering services in a sensitive manner in terms of cultural diversity
	
	
	
	
	(
	

	7. Knowledgeable about how to provide materials for customers with specific needs
	
	
	
	
	
	(

	8. Identifying needs of customers on an individual basis
	
	
	
	
	(
	

	9. Employing a positive tone
	
	
	
	
	(
	

	10.  Ensuring that customers understand      

       access and intake process
	
	
	
	
	(
	

	11.  Encouraging staff to make a 

       concentrated effort to please

       customers
	
	
	
	
	(
	

	Frequencies
	
	
	
	1
	9
	1

	Subtotal =  49 out of a possible 50* 
	

	*Possible score was reduced from 55 to 50 because item#7 was not observed.
	

	Comments:

· Site monitors have expressed a need to have more written information about the policies in several languages.


	
	Score

	B. Responding to the Needs of 

     Customers
	1
	2
	3
	4
	5
	N/A

	1. Offering services consistent with goals 
	
	
	
	
	(
	

	2. Offering services that are readily available
	
	
	
	
	(
	

	3. Easily accessible by phone, fax, e-mail
	
	
	
	
	(
	

	4. Accessible by TTY, use of the Maryland Relay Service and other assistive devices
	
	
	
	
	(
	

	5. Delivering services in comfortable facilities that are accessible to people with disabilities
	
	
	(
	
	
	

	6. Maintaining a waiting list 
	
	
	
	
	
	(

	7. Attempting to meet the needs of customers on the waiting list
	
	
	
	
	
	(

	8. Referring customers to appropriate services if the program cannot provide the requested service
	
	
	
	(
	
	

	9. Demonstrating that staff work well together to serve customers
	
	
	
	
	(
	

	Frequencies
	
	
	1
	1
	5
	2

	Subtotal =  32 out of a possible 35*
	

	Possible score reduced from 45 to 35 because the program does not have a waiting list (items #6 and #7).
	


	
	Score

	C. Anticipating and Evaluating the

     Needs of the Customer
	1
	2
	3
	4
	5
	N/A

	1. Able to demonstrate and document an awareness of customer satisfaction
	
	
	
	
	(
	

	2. Using Information to Improve customer service
	
	
	
	
	(
	

	3. Handling complaints/disputes through a clear written process
	
	
	
	
	(
	

	4. Offering a formal mechanism to make changes in the program based on lessons learned through the dispute process
	
	
	
	
	(
	

	Frequencies
	
	
	
	
	4
	

	Subtotal =  20 out of a possible 20
	


SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

	
	Score

	A. Supporting Outcomes through

Personnel
	1
	2
	3
	4
	5
	N/A

	1. Program has staff and appropriate resources to support program goals
	
	
	
	(
	
	

	2. Program utilizes management techniques to ensure that staff are effectively working to meet goals
	
	
	
	(
	
	

	3. Program has staff that is well-matched to program needs
	
	
	
	(
	
	

	4. Program has staff and others that see their jobs in terms of supporting program goals
	
	
	
	
	(
	

	5. Program has job descriptions and evaluations for each staff person.
	
	
	
	
	(
	

	6. Program has performance evaluations that are conducted on a regular basis
	
	
	
	
	(
	

	7. Program has job descriptions and evaluations that reflect the individual’s role in achieving the program’s mission
	
	
	
	
	(
	

	8. Program utilizes volunteers, consultants or has training opportunities for students
	
	
	
	
	
	(

	9. Program ensures that volunteers and consultants have an understanding of their role in supporting program goals
	
	
	
	
	
	(

	Frequencies
	
	
	
	3
	4
	2

	Subtotal =  32 out of a possible 35*
	

	*Possible score reduced from 45 to 35 because items#8 and #9 were not observed.
	


	
	Score

	B. Supporting Outcomes through 

      Budget
	1
	2
	3
	4
	5
	N/A

	1. Budget reflects and supports program goals
	
	
	
	
	(
	

	2. Budget addresses all of the significant needs of the program 
	
	
	
	
	(
	

	3. Budget incorporates a process so that program needs not reflected in the budget are addressed in other ways
	
	
	
	
	(
	

	4. Budget incorporates a process that includes a recommendation from customers/advocates of the  program 
	
	
	(
	
	
	

	Frequencies
	
	
	1
	
	3
	

	Subtotal =  18 out of a possible 20
	


	
	Score

	C. Supporting Outcomes through 

Technology and Training
	1
	2
	3
	4
	5
	N/A

	1. Program has appropriate and sufficient technology to support its work 
	
	
	
	(
	
	

	2. Program has technology available for work “in the field”
	
	
	
	
	(
	

	3. Program has staff that understand how technology can help them achieve goals
	
	
	
	
	(
	

	4. Program identifies training resources needed
	
	
	
	(
	
	

	5. Program makes use of County or other training resources
	
	
	
	
	
	(

	Frequencies
	
	
	
	2
	2
	1

	Subtotal =  18 out of a possible 20* 
	

	*Possible score reduced from 25 to 20 because item#5 was not observed.
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