
PRESS	  GANEY	  PATIENT	  EXPERIENCE	   1	  

 

 

 

 

 

Stephanie Blaszczyk 

Press Ganey Patient Experience 

Cohort 5 

9-28-18 



PRESS	  GANEY	  PATIENT	  EXPERIENCE	   2	  

Table of Contents 

Introduction……………………………………………………………….……………….3 

Methods ………………………………………………………………….………………..4 

Results………………………………………………………………..……………………6  

Discussion………………………………………………………………………………....7 

Conclusion……………………………………………………………………………….10 



PRESS	  GANEY	  PATIENT	  EXPERIENCE	   3	  

Introduction	  

When given the ability to choose a hospital, the first factor that people look at are 

reviews. Patients find comfort in knowing that they will have excellent service and care. 

While many factors go into patient experience, food service is undeniably important to 

hospital guests. This is reflected in customer satisfaction scores that are collected through 

a survey. Customer satisfaction is the positive, neutral, or negative feelings about the 

value received from a product (Gregoire, 2016). At Florida Hospital, the way that this 

data is collected is through a patient experience survey administered by Press Ganey 

Associates. The survey provides patients with the opportunity to communicate how their 

experience was in the hospital. This survey strengthens the patient-provider relatiobship 

through real-time feedback. This gives the hospital deeper data that permits them to 

pinpoint improvement opportunities to drive patient loyalty (). With that, it is important 

for the hospital to ensure that the care patients are receiving is exceptional. This can be 

done in many different ways. Training can be done, managers can create protocols and 

scripts, and audits can be done to measure employee performance periodically. 	  

For Florida Hospital patient services, an employee audit tool is used to monitor 

employee performance (Appendix A). This tool is used quarterly, to follow each 

nutritional services attendant. There are four columns in the audit sheet that represent 

each quarter. This gives management the ability to cross compare the employee 

performance in comparison to previous audits. For example, if employee X received a U 

(unsatisfactory) rating, management would be able to catch this and correct the server. 

The following audit the manager can reevaluate, and see if the employee corrected the 



PRESS	  GANEY	  PATIENT	  EXPERIENCE	   4	  

error. If the server receives the same score the second time around, this may be an 

appropriate time to coach the employee on their performance. 	  

The reason that service from the food runners is so important is that hospital food 

has a notorious reputation for being poor. This can be due to patient appetite being 

altered, preconceived notions on hospital food, or the food arriving at the room at an 

improper temperature. Regardless of the reason, the biggest control that food service 

management has is the service that their employees provide to the patients. Building a 

positive relationship with a patient can cause them to have more positive opinions 

regarding the food. If a server has a terrible attitude and then delivers cold soup to a sick 

patient, this could have an even greater negative impact on the scores that the patient 

leaves the hospital.	  

There are negative consequences associated with hospitals receiving 

unsatisfactory Press Ganey scores, and it is in favor of all Florida Hospital employees to 

do their best to not contribute to poor reviews. Therefore, four interns at Florida Hospital 

followed twenty-eight servers on the Orlando campus to audit their performance about 

the audit tool provided by dietetic preceptor Tennille Yates. 	  

The purpose of this exercise was to review the performance of servers for patient 

meal tray delivery and determine if there are any areas that employee performance is 

unsatisfactory. Results are to be examined to identify the possible areas of improvement 

to affect patient satisfaction and Press Ganey scores positively.	  

Methods	  

Dietetic interns Stephanie Blaszczyk, Dana Stango, Kaitlyn Saulter, and Brittany 

Moran spent two days following nutritional services servers and auditing their service to 
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patients. The way that this was organized is that each intern was assigned pod(s). Each 

pod has assigned servers and a time window that they do their runs and to which 

floor/rooms they are to deliver to. This information is located on a document (Appendix 

C) that the interns were able to divide and execute. 	  

On the first day, the interns captured as many of the servers as they could. Any 

that were left over were captured the following morning. When the servers were located 

on each unit, the intern did not disclose that what they were doing was an audit. This was 

done to have a lesser influence on the behavior of the servers so that an accurate 

representation of their service was portrayed.  	  

 For each server, the interns completed an individual audit sheet. For areas that did 

not apply, NA (not applicable) was written, and “U” or “S” was written for satisfactory or 

unsatisfactory. 	  

 After all twenty-eight audits were completed, the interns compiled their finding 

and entered them into a chart (Figure 1.1). The chart was made identical to the audit 

form, but in the columns that were used for the ratings [1st Q, 2nd Q, etc.], “S” 

(satisfactory), “U” (unsatisfactory), and “NA” (not applicable) were written. The total 

number of each rating was documented for each row. From there, the percentage of 

satisfactory reviews was calculated. This was done by dividing total satisfactory scores 

by the total number of satisfactory and unsatisfactory scores for each row. All non-

applicable scores were disregarded because it was neither a positive nor negative 

implication of the service. 	  

 After all satisfactory percentages were totaled, the interns reviewed the results to 

identify unacceptable performance. Unacceptable performance was defined as anything 



PRESS	  GANEY	  PATIENT	  EXPERIENCE	   6	  

<85%. The overall percent satisfactory was also calculated to examine the overall 

performance of the patient services servers.  

After reviewing the data, suggestions for improvement were made about the 

current findings.	  

Results	  

 The following chart contains the data that was collected based on the results of the 

twenty-eight surveys that were done for each server in the patient services area (Figure 

1.1).   	  

    Instructions: Audit ratings are: S=Satisfactory, 
U=Unsatisfactory, NA=Not applicable. All standards must be 
performed 100% (S rating) to achieve competence. The 
observer initials the bottom with the employee for each 
quarterly assessment. The manager signs when all is complete. 
Note: if an employee fails to demonstrate competence, they will 
be referred for education or possible positive discipline.  S U NA %S 
1. Is appropriately attired in complete clean uniform, displaying 
good personal hygiene and grooming.  

28 0 0 100% 

2. Examines meal ticket for patient identifiers and the tray for 
proper meal items and condiments prior to entering room. 

27 1 0 96.4% 

3. Communicates delivery with Nursing Staff for: 
• Insulin  
• NPO status  

7 0 21 100% 

4. Delivers meal trays to nursing staff for appropriate isolation 
precautions.  

19 0 9 100% 

5.Demonstrats compliance with hand hygiene when entering/ 
exiting patient room for regular and isolation precaution rooms.  

26 2 0 92.9% 

6. Follows script:  
     Knock, knock, “Nutritional Services, may I come in?” 

27 1 0 96.4% 

a. “Hi, my name is _____ and I’m happy to serve your        
(breakfast, lunch, or dinner).”   

23 5 0 82.1% 

b. “Can you please state your full name and date of birth?  25 
 

3 0 89.3% 

c.  “Thank you, Mr. or Mrs., 
___________________________.”  

25 
 

3 0 89.3% 

d.  “Where would you like me to place your tray table?” (It’s a 
good time to add the personal connection)  

22 6 0 78.6% 

e. “Your doctor has ordered a _____________ diet for you.” 8 
 

6 14 57.1% 

f.  Lift the lid briefly and compliment at least one specific thing 
about their food.  

9 18 1 33.3% 
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g. “If there are hot items add: “Be careful the plate (or coffee, 
tea) may be very hot.”  

6 12 10 33.3% 

h. Offers to remove dome and open containers, if appropriate.  15 
 

1 12 93.8% 

i. “Is there anything else I can get for you?”  25 
 

3 0 89.3% 

j. “We will be back later to get your tray and take your order for 
the next meal” (If appropriate) 

10 6 12 62.5% 

k. “Would you like me to close your door?” 2 
 

18 8 10% 

l. “I hope you enjoy your meal.”  26 
 

2 0 92.9% 

7. Follows protocol for sleeping patients.  25 
 

2 1 92.6% 

8. Resolve situations encountered in a confident, friendly 
manner.  

18 0 10 100% 

9. Demonstrates appropriate response to questions about menu 
items and diet.  

24 1 3 96% 

10. Makes a personal connection or refers to a personal 
connection.  

28 0 0 100% 

Other: no personal electronic devices, demonstrate a sense of 
urgency and steady pace, use appropriate greetings and 
conversation with staff and visitors  

28 0 0 100%  

Overall % Satisfactory     81.9% 
Figure 1.1  

 This chart contains the data of the percent satisfactory in relation to each category, 

as well as the overall percent satisfactory. These results were used in order to evaluate the 

performance of employees in each category.  

Discusison  

 Overall, percent satisfactory was determined to be unacceptable (unacceptable 

defined as >85%). What is interesting about this is that all scores that did not meet the 

acceptable criteria for satisfaction were all located within the scripting subsection of the 

audit. Based on all other categories, excluding number 6 a. through 6 b., the overall 

percent satisfactory equaled 97.8%.  	  

 Numbers 6 a. through 6 b. scored 68.2% overall satisfactory. This being said, it is 

evident that more training is required for appropriate scripting, or items should be 

removed from the script that are inappropriate or unnecessary. 	  
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 The scripting questions that were not adhered to by employees were: 

1. Hi, my name is _____ and I’m happy to serve your (breakfast, 

lunch, or dinner).”  

2. “Where would you like me to place your tray table?” (It’s a good 

time to add the personal connection)  

3. “Your doctor has ordered a _____________ diet for you.”  

4. Lift the lid briefly and compliment at least one specific thing about 

their food.  

5. “If there are hot items add: “Be careful the plate (or coffee, tea) 

may be very hot.” 

6. “We will be back later to get your tray and take your order for the 

next meal” (If appropriate) 

7. Would you like me to close your door?” 

 

Management should address Numbers 1, 2, 5, 6, and 7 in order to retrain 

employees. These questions are important to deliver excellent service to patients. 	  

The introduction is important, because even though the server may remember the 

patient and see them every day, it should not be expected that the patient remembers their 

name. If the patient needs to ask a question and feels uncomfortable doing so because 

they forgot the server’s name, this could lead to bad service. 	  

Asking the patient where they want their tray is also vital for good service 

because if the patient is nauseous and does not want the food by them, or they are too 
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sick to move and their tray is far away, the patient may go hungry or feel poorly. The 

server needs to be asking this question every time. 	  

Patients also need to be informed that food may be hot. While the meal may not 

be scolding, the plates are put into warmers that are extremely hot, so any patient that 

receives a plate should be warned about that risk. 	  

Informing the patient that the server will be back to take their order is also 

important because it relieves any anxiety a patient may have about not knowing when 

they will have the opportunity to order their food, or panic that they have missed 

ordering. By giving this information, it goes the extra mile to ensure that the patient is 

comfortable. 	  

Lastly, asking the patient if they would like the door closed is important because 

it is possible that even if the patient had the door opened, they may want it closed while 

they eat. It is another step that adds a layer to patient satisfaction, giving them the 

opportunity to decide if they would like to eat their food in privacy or not.	  

Question 3 and 4, on the other hand, should be potentially removed from the 

script. These statements are unnecessary. 	  

Telling the patient that the doctor has ordered a [blank] diet for them after the 

food is already made could cause an issue. This information should be discussed when 

taking the patients order, or with the patient by the nurse. When the meal is delivered, it 

is already too late to change what food items the patient is receiving, and because of that, 

making this statement could just cause that patient to become upset or dissatisfied. This 

should only be discussed at the time of meal delivery if the patient asks. 	  
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Lifting the lid and complementing one item on the plate is also inappropriate 

because patients may feel uncomfortable about the server, who is entering many rooms 

on the floor, touching their meal. It would be appropriate to change the script of this 

statement to a question of “Would you like me to show you your meal today?” or reading 

the meal ticket to tell the patient what their meal is, and allowing them the ability to lift 

the lid themselves while you are still in the room. 	  

Conclusion 	  

Overall, the patient service area tray attendants did a phenomenal job serving their 

patients. After discussing with the other interns, it was evident that all of the servers 

exhibited professionalism and excellent service. 	  

Limitations in this audit were the experience of the interns in relation to exposure 

to a model service situation. Additionally, two of the regular servers were not present the 

days of the audits because they were ill, so two employees were doing double the work 

that day. That being said, in order for all of the patients to get their trays in a timely 

manner and arrive at an appropriate temperature, these employees may have had a limited 

ability to demonstrate an accurate representation of their typical service.  	  

It is recommended that management take time to work with employees in regards 

to their scripting. Setting a time for the servers to meet with management and giving a 

demonstration of the appropriate way to serve guests would be a simple way to 

accomplish this. By doing this, the proper information will be given to servers, and if 

they are still making the same mistakes come next quarter’s audit, it would be an 

appropriate time to coach the individual one on one. 	  
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This activity successfully investigated patient services area meal tray attendant’s 

service to patients. Courtesy and professionalism directly affects the scores that patients 

give when they are completing their Press Ganey surveys. The ways to exhibit these 

behaviors are listed in the audit form, where management can audit the servers to ensure 

that they are adhering to these standards. This audit has uncovered areas for 

improvement, and by doing so, patient survey score have the potential to increase. 	  

There is no conclusive evidence to support that this round of audits has had an 

impact on scores, but future research is warranted in following up with management after 

they have addressed any shortcomings and corrected the behaviors of employees to see if 

there was a significant increase in patient satisfaction scores. 
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Appendix A  

Nutritional*Service*Attendant*Observation*Audit4*Meal*Tray*Delivery*
!
Employee*Name** * * Manager*Signature*and*Date*(when*complete)*

    Instructions: Audit ratings are: S=Satisfactory, U=Unsatisfactory, NA=Not applicable. All 
standards must be performed 100% (S rating) to achieve competence. The observer initials the 
bottom with the employee for each quarterly assessment. The manager signs when all is 
complete. Note: if an employee fails to demonstrate competence, they will be referred for 
education or possible positive discipline.  

1st Q  
Date  

2nd Q 
Date  

3rd Q 
Date 

4th Q 
Date  

1. Is appropriately attired in complete clean uniform, displaying good personal hygiene and 
grooming.  

    

2. Examines meal ticket for patient identifiers and the tray for proper meal items and 
condiments prior to entering room. 

    

3. Communicates delivery with Nursing Staff for: 
• Insulin  
• NPO status  

    

4. Delivers meal trays to nursing staff for appropriate isolation precautions.  
 

    

5.Demonstrats compliance with hand hygiene when entering/ exiting patient room for regular 
and isolation precaution rooms.  

    

6. Follows script:  
     Knock, knock, “Nutritional Services, may I come in?” 

    

a. “Hi, my name is _____ and I’m happy to serve your        (breakfast, lunch, or dinner).”  
  

    

b. “Can you please state your full name and date of birth?” 
 

    

c.  “Thank you, Mr. or Mrs., ___________________________.”  
 

    

d.  “Where would you like me to place your tray table?” (It’s a good time to add the personal 
connection)  

    

e. “Your doctor has ordered a _____________ diet for you.” 
 

    

f.  “Lift the lid briefly and compliment at least one specific thing about their food.  
 

    

g. “If there are hot items add: “Be careful the plate (or coffee, tea) may be very hot.”  
 

    

h. Offers to remove dome and open containers, if appropriate.  
 

    

i. “Is there anything else I can get for you?”  
ii.  

    

j. “We will be back later to get your tray and take your order for the next meal” (If appropriate) 
 

    

k. “Would you like me to close your door?” 
 

    

l. “I hope you enjoy your meal.”  
 

    

7. Follows protocol for sleeping patients.  
 

    

8. Resolve situations encountered in a confident, friendly manner.  
 

    

9. Demonstrates appropriate response to questions about menu items and diet.  
 

    

10. Makes a personal connection or refers to a personal connection.  
 

    

Other: no personal electronic devices, demonstrate a sense of urgency and steady pace, use 
appropriate greetings and conversation with staff and visitors  

    

Total Score: S=1 point U= 0  
 

    

Employee Initials  
 

    

Observer’s Initials  
 

    

 
H:\Nutr\NUTR_SHARED\EDUCATION\NSA Training Manuals and Materials\NSA Obervation Audit- Quarterly.doc 

    
    C:\Users\tyy2d0\AppData\LocalMicrosoft\Windows\NetCache\Content\Outlook\9Q5SAONT\NSA Observation Audit= Quarterly.doc  
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Appendix B 

 

Nutritional*Service*Attendant*Observation*Audit4*Meal*Tray*Delivery*
!

    Instructions: Audit ratings are: S=Satisfactory, 
U=Unsatisfactory, NA=Not applicable. All standards must be 
performed 100% (S rating) to achieve competence. The observer 
initials the bottom with the employee for each quarterly 
assessment. The manager signs when all is complete. Note: if an 
employee fails to demonstrate competence, they will be referred 
for education or possible positive discipline.  S U NA %S 
1. Is appropriately attired in complete clean uniform, displaying 
good personal hygiene and grooming.  

28 0 0 100% 

2. Examines meal ticket for patient identifiers and the tray for 
proper meal items and condiments prior to entering room. 

27 1 0 96.4% 

3. Communicates delivery with Nursing Staff for: 
• Insulin  
• NPO status  

7 0 21 100% 

4. Delivers meal trays to nursing staff for appropriate isolation 
precautions.  

19 0 9 100% 

5.Demonstrats compliance with hand hygiene when entering/ 
exiting patient room for regular and isolation precaution rooms.  

26 2 0 92.9% 

6. Follows script:  
     Knock, knock, “Nutritional Services, may I come in?” 

27 1 0 96.4% 

a. “Hi, my name is _____ and I’m happy to serve your        
(breakfast, lunch, or dinner).”   

23 5 0 82.1% 

b. “Can you please state your full name and date of birth?  25 3 0 89.3% 
c.  “Thank you, Mr. or Mrs., ___________________________.”  25 3 0 89.3% 

d.  “Where would you like me to place your tray table?” (It’s a 
good time to add the personal connection)  

22 6 0 78.6% 

e. “Your doctor has ordered a _____________ diet for you.” 8 6 14 57.1% 
f.  “Lift the lid briefly and compliment at least one specific thing 
about their food.  

9 18 1 33.3% 

g. “If there are hot items add: “Be careful the plate (or coffee, 
tea) may be very hot.”  

6 12 10 33.3% 

h. Offers to remove dome and open containers, if appropriate.  15 1 12 93.8% 
i. “Is there anything else I can get for you?”  25 3 0 89.3% 
j. “We will be back later to get your tray and take your order for 
the next meal” (If appropriate) 

10 6 12 62.5% 

k. “Would you like me to close your door?” 2 18 8 10% 
l. “I hope you enjoy your meal.”  26 2 0 92.9% 
7. Follows protocol for sleeping patients.  25 2 1 92.6% 
8. Resolve situations encountered in a confident, friendly 
manner.  

18 0 10 100% 

9. Demonstrates appropriate response to questions about menu 
items and diet.  

24 1 3 96% 

10. Makes a personal connection or refers to a personal 
connection.  

28 0 0 100% 

Other: no personal electronic devices, demonstrate a sense of 
urgency and steady pace, use appropriate greetings and 
conversation with staff and visitors  

28 0 0 100%  

!
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Appendix C 

	  


