
Once activated, ONE will open to the Feed.
Clients will see a ‘Welcome to ONE’ 
post at the top of the Feed. The post links to
an article that explains how to use ONE, 
similar to the Participant Brochure.
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Client Account Solution Guide
powered by Nutrition Matters

After adding a new client to ONE, 
    the client can activate their ONE account in two ways:

Use this guide for solutions to commonly asked 
client account and outreach questions.

1. A client can click on a link 
emailed by ONE, if they provided 
a valid email address when
their new account was added. 

OR
2. A client can visit 

www.nutrition-one.com, 
tap on ‘Sign Up’ and enter 
the family or household ID 
number, last name and state.

Tip for Success
	 Use ONE Promotional Resources to 
	 encourage and remind clients to open ONE 
	 within 4 months of account creation:
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Use these sample messages to encourage and remind your participants to use ONE. 
These messages could be tailored and shared with participants via email, 

text messaging, social media or through your WIC app. General promotional messages to use during your clinic’s ONE rollout:What is ONE? It’s a new way to get the nutrition, health and cooking tips that WIC has shared 

with you - on your phone, tablet or computer! Ask WIC about ONE anytime to get started.

 

¿Qué es ONE? Es una nueva forma de encontrar los consejos de nutrición, salud y cocina que WIC 

compartió contigo: ¡en tu teléfono, en la tableta o en la computadora! Pregunta en WIC en cualquier 

momento sobre ONE para comenzar a usarlo. 

Spanish:

info@nutrition-one.com      ONE powered by Nutrition Matters, Inc.      888-356-5575

What is ONE? ONE is a website where you will get the helpful tips and easy ideas WIC has 

shared for you and your family. Ask WIC about ONE anytime to get started.

 

¿Qué es ONE? ONE es un sitio web donde encontrarás los consejos útiles e ideas fáciles que WIC 

compartió contigo y con tu familia. Pregunta en WIC en cualquier momento sobre ONE para 

comenzar a usarlo. 

Spanish:

Have you heard? Families love ONE’s easy ideas to help raise healthy kids! Ask WIC about 

ONE today. 

¿Sabías? A las familias les encantan las ideas fáciles de ONE para ayudar a criar niños sanos. 

Pregunta en WIC hoy mismo sobre ONE.  

Spanish:

Want to raise a healthy eater? Start a new healthy habit? See what works for other parents? 

ONE has reliable health and nutrition information you can trust. Ask WIC about ONE today.

 

¿Quieres criar a tu hijo para que coma sano? ¿Comenzar un nuevo hábito saludable? ¿Ver lo que 

funciona para otros padres?  ONE tiene información confiable sobre salud y nutrición con la que 

puedes contar. Pregunta en WIC hoy mismo sobre ONE.  

Spanish:

www.nutrition-one.com
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powered by

What is ONE?
ONE is a website where you 

will get helpful tips and 

information that has been 

shared with you and your family. 

welcome to

You can open ONE 

anytime, anywhere.

www.nutrition-on
e.comQuestions?

email us at 
help@nutrition-one.com

R2

edit your   
    profile

Personalize 
Tap on the profile icon to pick a language, 

edit your contact information, update your 

family members, or change your password.  

Your list of favorites and lessons 

completed are on your profile page.

Favorites
Create your list of favorite articles 

and recipes by tapping on the 

heart at the top corner.

Save a shortcut 
to your phone’s 

home screen!

Once you start your ONE 

account, you will be able to 

open ONE with a tap of a button. 

1. Press the share button

2. Select “Add to Home Screen”

3. Press the “Add” button

iPhone: (using Safari)

Android: (using Chrome)

1. Select the menu button

2. Click “Install App”

Scan for a how-to video and 

more instructions
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Client Brochure - mail a print copy or 
     post the digital copy on your agency website.

Sample Text Messages - tailor and share via email, 
     texting, social media or through your program app.

Videos - share the ‘What is ONE?’ or ‘Welcome to ONE!’
     video via text message, email or on your agency website.

Social Media Images - Use a colorful 
    image on social media or on your website!

www.start.nutrition-one.com/promotional-resources
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When a client moves to a new clinic within your state, 
a clinician in the new clinic can search for the client’s ONE account and move it into 
their clinic’s All Client list. The client’s history will move with their account. This will only work 
as a pull system. If you need to get a client back into your clinic, just pull them back.

     Clinician received an error message when adding a new client account.
	 Solution: Verify that the ID number and email address have not already 
	 been assigned to a ONE account within your state. 
		  ONE will not allow duplicate ID numbers within a state.
		  Verify that the family or household ID number is correct. If a client’s ID number is already
		  assigned to a ONE account within your state, you may receive an error message when
		  trying to create the new account - “A user already exists with this ID Number and state.”
	

	
	

You will need the client’s
 first name, last name and 
ID number. Then click ‘Search.’

Verify that you have the correct client 
and then click ‘Transfer.’ 
This client will now show up in
your ‘All Clients’ list.

New Client Account Creation Troubleshooting:
Below are potential reasons a clinician may receive an error message.

		  ONE will not allow duplicate client email addresses.
		  Verify that the email address is correct. If a client’s email address is already assigned 
		  to a ONE account, you may receive an error message when trying to create the 
		  new account - “An account with this email address already exists.”
 

Click ‘All Clients’ and then ‘Transfer Client.’
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     Client is attempting to activate their account 
     at the wrong website.
	 Solution: Ensure the client is visiting www.nutrition-one.com  
	 and selecting the Sign Up option (NOT Log In).

     Client has entered the wrong account information.
	 Solution: Verify that the ID number, last name and state 
	 the client is using matches the information that was 
	 entered on the Add Client screen. Edit as needed.

     Client’s ONE account has not been set up in your clinic. 
	 Solution: Verify that the client’s  ONE account has
	 been created. If it has not, click on ‘All Clients’,  then ‘Add Client’ 
	 and create the client’s account.
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New Client Account Activation Troubleshooting:
Below are potential reasons 

a client cannot activate their new ONE account.

Account activation expires 4 months after the date listed in the 
‘Account Created’ column. 

	 If a client clicks on an account activation link that was emailed 
	 by ONE more than 4 months ago, they will receive an error message.

	 If a client attempts to sign up for their ONE account more than 4 months 
	 after the ‘Account Created’ date, they will receive an error message.

     Client’s ONE account was created more than 4 months ago.

	
	 To Determine: Click on All Clients. Locate the client’s account and 
	 check the ‘Account Created’ date.

Solution: Reset the account activation by clicking this icon. 
 

The client account activation has been reset, an email with an activation link 
has been sent to them and they now have 4 months from 

the ‘Account Reset’ date to open their account. 



     Client is attempting to log into their account at the wrong website.
	 Solution: Ensure the client is visiting www.nutrition-one.com and selecting the Log In option.

     Client is not receiving password reset emails from ONE.
	 Solution: Verify that the email address is valid. On the Client Details page, you will see a 
	 notification if the email address is not valid. Click the Edit button and enter a valid email address.

     Client did not receive an account activation email from ONE.
	 Solution: Verify that the email address is valid. On the Client Details page,  you will see a 
                   notification if the email address is not valid. Click the Edit button and enter a valid email address.

Activated Client Account 
Troubleshooting:

Below are potential reasons a client cannot log into 
their ONE account after it has been activated.

Tip for Success
If you are using email addresses to send links for client account activation, periodically check 

the Invalid User Emails report to identify client accounts that may need to be updated.

On the Reports page, you will find the Invalid User Emails report at the bottom of the Clinic Reports 
list. The report will provide a list with the client name, ID number, and the invalid email address that 
was entered at account creation or by the client at account activation.

Clients on this list could not receive a ‘Welcome to 
ONE’ account activation email, or a password reset 
email, because the email address is not valid or was 
not entered correctly. Follow-up with these clients to 
update their email address.

Once the correct email address is entered, click the 
account reset button to send a new ‘Welcome to 
ONE’ email.

Do you have additional questions 
or need assistance?

Contact ONE support at info@nutrition-one.com.
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