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Save the Date - The Nutrition Program Meeting is Scheduled! 
It is that time again.  CDA is planning a Nutrition Program Meeting for March 
2008!  We encourage you to invite your nutrition program directors, RDs, or other 
nutrition provider staff to learn about updates for nutrition programs. 

Mark your calendars: 
 Southern California 

When:  Wednesday, March 5, 2008 
Where:  San Bernardino, physical location is pending 
Time:  9:00 a.m. – 3:00 p.m. 

 Northern California 
When:  Friday, March 7, 2008 
Where:  California Department of Aging 

 1300 National Drive, Suite 200 
            Sacramento, CA  95834 

Time:  9:00 a.m. – 3:00 p.m. 
 
Please submit agenda items you would like to present or discuss at the meeting 
to bestrada@aging.ca.gov or abricker@aging.ca.gov   
 
Resources of Interest 
 
Food Safety: 
The Predictive Microbiology Information Portal (PMIP)  
The United States Department of Agriculture (USDA) Food Safety & Inspection 
Service (FSIS) and the USDA Agricultural Research Service (ARS) have 
produced the Predictive Microbiology Information Portal (PMIP) to assist small 
and very small food companies in the use of Predictive Models and Food 
Microbiology information.  [Their] vision is that the PMIP will be the most 
comprehensive website that brings together models, research data and other 
useful resources that assist small and very small processors in producing the 
safest foods.   
 
Visit http://portal.arserrc.gov/  for more information. 

Data and Statistical Analysis Tools:                                                                                          
Trends in Health and Aging Website Update:                                                             
The Trends in Health and Aging site is a comprehensive source of information 
about the health status, health behaviors, health insurance coverage, health care 
expenditures, and the use of health services by the aging population in the U.S..  
It is maintained by the National Institute of Aging of the National Institutes of 
Health.  The National Center for Health Statistics has announced a new release 
of updated statistical tests on this site.  The updated tests can perform 
comparisons of two values, the Bonferroni test, test for trends, and comparisons 
of the slopes for two trends.  The tests are available online as downloadable 
tables see Table Topics. 



The tests are available online at http://www.cdc.gov/nchs/agingact.htm 

The National Center for Health Statistics also provides several Power Point 
Presentations.  Some topics of the presentations include: Major trends and 
patterns in health and aging, Major trends and patterns in diabetes for older 
Americans, Major trends in medication spending by older Americans, and more. 

For Power Point Presentations on Health Statistics, visit: 
www.cdc.gov/nchs/about/otheract/aging/ppt_english.htm 

Discount Buyer Programs:                                                                              
Meals on Wheels Association of America (MOWAA) Information:                                             
 
General Motors (GM) Discount Program                                                                                         
GM has added new vehicles to the MOWAA discount program.  MOWAA 
members can receive a manufacturer cost reduction of between $3500 and 
$4000 (depending on wheelbase) on the Uplander minivan that GM describes as 
having “the style of an SUV, the passenger room and versatility of a van and the 
smooth ride of a sedan.”   

Here are some examples of incredible savings: 

• $6,250 off the final price for GM Express and Savana Cargo, Passenger 
and cut-away vans. 

• Between $2,050 and $2,850 (depending on size and configuration) for GM 
pick-up chasses onto which a hot/cold delivery box may be fitted. 

• Chevrolet HHR vehicles are also available for a savings of $1,950 per 
vehicle. 

 
To find out more about this incredible new MOWAA member benefit and to start 
saving,  
Call:         Email:  
MOWAA National Headquarters     Jacqui Jones 
(703) 548-5558      MOWAA’s PR Coordinator 

Jacqui@mowaa.org. 
 
Common Goods 
Common Goods is a purchasing program offered through MOWAA.  This 
program offers purchasing discounts not only on food products, but almost any 
items needed in the operation of your program.  From office supplies to furniture, 
plumbing services to automobiles, Common Goods provides efficiencies in 
purchasing and substantial savings.  Simply by signing up for the program, your 
center can save 5% on everyday purchases.  Further utilization of Common 
Goods can provide savings of 10-18%.  These savings can translate into more 
meals and services for the community you serve. 
 



 
 
For more information on Common Goods, contact: 
Andrea Brown Amanda Craft                                 
Account Specialist, Resource Group Manager, Resource Group 
MedAssets Supply Chain Systems MedAssets Supply Chain Systems   
(573) 332-2205 (573) 332-2319   

  
Educational Information: 
Tip Sheet from the National Institute on Aging: "Making Your Printed Health 
Materials Senior Friendly" 
Health information can be particularly difficult to understand and act upon, even 
for the most capable person. There are some special considerations when 
developing written materials for older people.  Alterations to learning and memory 
may affect an older reader’s ability to absorb content, and the way information is 
presented may need to accommodate the cognitive and physical changes that 
often accompany old age.   
 
Making Your Printed Health Materials Senior Friendly is a new publication from 
the National Institute on Aging, part of the National Institutes of Health.  The tip 
sheet offers suggestions for how to write and design health information to 
accommodate cognitive and physical changes that often accompany old age.  It 
provides specific examples and includes resources for more information.  
 
Print copies of Making Your Printed Health Materials Senior Friendly are free and 
available in bulk while supplies last. It is also available online.  To preview, 
download or print Making Your Printed Health Materials Senior Friendly go to: 
http://www.nia.nih.gov/HealthInformation/Publications/srfriendly.htm 

Call the NIA Information Center at 1-800-222-2225, or email NIAIC@nia.nih.gov 

Medication Use Safety Training (MUST) for Seniors™                                         
The National Council on Patient Information and Education- a non-profit coalition 
of more than 100 organizations working to improve communication on the 
appropriate use of medicines-has launched Medication Use Safety Training 
(MUST) for Seniors™.  MUST for Seniors (tm) is a program designed as an 
interactive, national initiative to promote safe and appropriate medicine use by 
enabling older adults to avoid medication misuse, recognize and manage 
common side effects, and improve medicine use knowledge, attitudes, and skills 
to avoid medication errors.   
 
For more information about the program and safely using medications, visit the 
MUST for Seniors (tm) web site: www.mustforseniors.org 
 
 
 



Journey for Control 
Journey for Control is a program developed by Merck pharmaceuticals which 
uses pictures and maps to help diabetes educators engage patients of all ages in 
dealing with their diabetes.  Training in use of the teaching tools is being offered 
in Bend, Oregon on January 7th from 6-9pm, in Richland, Washington (near 
Hermiston) on January 15th from 6-9pm, and in Portland, Oregon on January 23rd 
from 9-12 noon.  Participants will be trained on the use of the Conversation Maps 
and will receive a set of maps and training material at the end of the session.   
 
To register for a training session or get more information, visit 
www.journeyforcontrol.com  
 
Eat Better and Move More Part 1 Guidebooks 
Eat Better and Move More Part 1 Guidebooks are available for the price of 
shipping.  If you are interested in taking advantage of this offer please contact 
Linda.horenstein@fiu.edu to make arrangements.   
 
Hand washing materials 
New and free hand washing material is now available in Spanish as well as 
English.  A poster and bilingual activity sheet is available at:       
www.lancaster.unl.edu/food/wash-your-hands.shtml  
 
Marketing, Fundraising, and Grants: 
Brookdale Foundation Grant Opportunity and New Publication 
The Brookdale Foundation Group Relatives as Parents Program (RAPP) has 
released the 2008 State RAPP Guidelines and has announced two grant 
opportunities.  The Foundation will be providing seed grants to non-profit, 
501(c)(3) programs across the country that want to create or expand services to 
grandparents and other relatives raising children.  The State RAPP Initiative is 
open to state public agencies in eligible states who want to provide services to 
relative caregivers.   
 
Additional information on these grant opportunities is available at 
www.brookdalefoundation.org 
 
Additionally, the Foundation has collaborated with the National Association of 
Area Agencies on Aging (N4A) on a publication intended to make the aging 
network across the nation aware of important and successful Relatives as 
Parents Programs (RAPP) operated by Area Agencies on Aging.  The 
Foundation hopes this guidebook will encourage the replication of RAPP 
supportive services to relative caregivers throughout the aging network.   
 
You can find this publication, Promising Practices in Supporting Grandparents 
and Other Relatives Raising Children, at 
www.brookdalefoundation.org/relativesasgrandparents.htm 
 



Other: 
Mom’s Meals 
Mom’s Meals delivers fresh prepared meals to seniors anywhere in California.  
They specialize in rural, hard-to-reach seniors and can help the current provider 
tighten up meal routes and become more profitable.  If an area is having a 
challenge with meals for seniors, Mom’s can step in virtually right away and fill 
any gap in service.  It is a family-owned business that works with case managers 
and clients to help older Americans maintain their independence.  With a choice 
of over 40 meals (all diabetic friendly), Mom’s Meals is a great compliment to 
existing meal programs.  
 
For more information, contact: 
www.MomsMeals.com 
John Phillips (888) 343-8020 
 
News 
ConAgra Foods Cuts Sodium in Its Top-Selling Foods 
ConAgra Foods, Inc., (NYSE:CAG) is one of North America's leading packaged 
food companies, serving consumer grocery retailers as well as restaurants and 
other foodservice establishments.  Popular ConAgra Foods consumer brands 
include: Banquet, Chef Boyardee, Egg Beaters, Healthy Choice, Hebrew 
National, Hunt's, Marie Callender's, Orville Redenbacher's, PAM and many 
others.  ConAgra Foods has been an industry leader when it comes to providing 
consumers with lower sodium options.  Its line of Healthy Choice products 
provides consumers with more than 150 options, all which can help consumers 
control and limit the amount of sodium in their diets.  ConAgra Foods, Inc. 
announced that its companywide initiative to reduce sodium in its products has 
removed about 2.8 million pounds of salt from Americans' diets annually.  The 
reductions in sodium can be found in many of ConAgra Foods' top-selling 
products.   
 
For more information, please visit us at www.conagrafoods.com 
Article website: http://media.conagrafoods.com/phoenix.zhtml?c=97518&p=irol-
newsArticle&ID=1084413&highlight 
 
Customer Service 
This section continues a series of articles, tips, resources, and information to 
assist providers in developing strategies to improve customer service and 
increase program participation.  They are based on business principles that can 
also be used in the public/non-profit sector. 

“Roadmaps for Delivering Winning Service”                                                       
by Eric Fraterman Customer-Focus Consulting 

Problem solving, cross selling and quality assurance are identified by a new 
Forum research as the top three skills customer service representatives must 



have in order to build customer loyalty, increase sales and lower customer 
acquisition costs.  

Additionally, the report shows that providing customer service has become 
increasingly complex over the last decade, and identifies the biggest challenges 
faced by service providers and their managers.  

According to Forum, a leader in the field of workplace learning whose clients 
include more than 130 members of the Fortune 500, the findings reinforce the 
importance of good service to the bottom line. In a previous research report by 
Forum, 65 percent of customers surveyed switched providers because they were 
not treated courteously. 

The research study, "Roadmaps for Delivering Winning Service," revealed that 
companies with the most effective loyalty-inducing customer service equip their 
representatives with the skills to:  

• Resolve problems: Service representatives are often the first to have 
contact with a dissatisfied customer or to become aware of a situation that 
might cause a customer to become dissatisfied.  The best customer 
service representatives see complaints as opportunities, since resolving 
them to the customer's satisfaction is known to enhance customer loyalty.  

• Cross sell: Service representatives are in an ideal position to propose 
that the customer purchase additional services or products based on the 
customer's need.  Doing so helps the customer by addressing his stated 
need or identifying new ones.  It also helps the company by increasing 
sales.  

• Assure quality: Soliciting feedback and following up to ensure that 
service has been delivered to the customer's satisfaction can have big 
payoffs in terms of fostering customer loyalty.  Doing so can involve both 
simple and complex behaviors, ranging from routinely asking whether the 
customer is satisfied to improving delivery processes.  

The research study also identifies the recurring challenges facing customer 
service representatives and their managers.  

For customer service representatives, the top six challenges are:  

• Managing the customer's experience and the company's internal 
processes simultaneously.  

• Being on the "firing line" and frequently encountering angry customers 
when things go wrong.  

• Managing time by prioritizing and planning work despite a fast-paced, 
sometimes turbulent work environment.  

• Coordinating work with others in departments and functional areas across 
the company in order to meet the customer's need.  



• Balancing customer needs and company requirements, especially when 
they conflict.  

• Continuously learning about new products, services, company offers, and 
internal processes despite time constraints and a lack of available training 
and coaching.  

 

For customer service managers, the top six challenges are:  

• Delivering consistent, high-quality service in the face of high turnover, 
insufficient knowledge and skills, or lack of processes, information 
systems and tools.  

• Maintaining a positive, productive, customer-focused climate in which 
customer service representatives take accountability for serving 
customers.  

• Managing budget, staffing and turnover to ensure proper staffing levels 
that contribute to high quality service and high productivity.  

• Integrating information systems and customer service by combining 
technology and people skills.  

• Managing across functional lines, since fulfilling customer needs often 
requires the manager to work collaboratively with colleagues in many 
different functional areas.  

• Training and developing people – both newcomers and existing 
representatives – in the face of productivity demands, tighter budgets and 
increasingly complex product offerings.  

The study found that the most effective customer service training is designed to 
help representatives progress from basic skills to mastery over time, suggesting 
that training must be continuous as representatives grow from novices to experts.  

To view the article online, visit: 
http://www.customerfocusconsult.com/articles/articles_template.asp?ID=40 

Holiday Celebrations and Other Theme Parties  
By Wendy Shigenaga (PSA 23-San Diego) 
Many people have reported that attendance increases on days when a party or 
celebration is planned.  Maybe it’s the anticipation of something new or different 
being served or then again, maybe it is just to share good times with a meal.  The 
Carlsbad Nutrition Program increased their participation rate by 40% on Mondays 
when a Mexican Fiesta was held.   
 
Seniors enjoy the Valentine’s Day, Thanksgiving Day, Cinco de Mayo and St. 
Patrick’s Day meals.  So why not add a little something extra on days like 
National Strawberry Ice Cream Day in January, National Guacamole Day and 
National Pickle Day in November?  There are many food holidays, health 



awareness days/weeks/months and foreign holidays to build theme meal 
activities around.  Calendars are a perfect place to advertise these events.   
 
Wendy’s Corner has a list of International Holidays for 24 different countries: 
http://www.localcommunities.org/lc/450/FSLO-1192484426-27450.pdf 
 
 
Here are some other websites to explore other food holidays and health 
observances: 
www.cdc.gov/women/hlthobs.htm 
www.healthfinder.gov/library/nho 
www.homeschooling.about.com/od/holidays 
 
New Health Literacy Tool for Professionals Who Serve Older Adults 
Health literacy has to do with how well people understand and are able to use 
health information to take action on their health.  More than just the ability to read 
and write, health literacy includes the ability to listen, follow directions, fill out 
forms, calculate using basic math, and interact with professionals and health care 
settings.  It can also include making sense of jargon or unfamiliar cultural norms. 
Health literacy requires people to apply critical thinking skills to health-related 
matters. 

The Quick Guide to Health Literacy and Older Adults is for people who serve 
older adults on health and aging issues.  The guide provides background 
information on health literacy and strategies and suggestions for communicating 
with older adults.  Links to many helpful resource materials are included for you 
to investigate specific topics in greater detail.  This guide builds on the 
information presented in the Quick Guide to Health Literacy, published by the 
U.S. Department of Health and Human Services.  The Quick Guide to Health 
Literacy includes a basic overview of health literacy, techniques for improving 
health literacy, and examples of health literacy best practices.  This resource 
may be especially helpful to people who are looking for assistance on a range of 
health literacy issues  

For more information on Health Literacy, visit: 
http://www.health.gov/communication/literacy/olderadults/literacy.htm 

The Quick Guide to Health Literacy guide can be found at: 
www.health.gov/communication/literacy/quickguide 
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