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Unidine helps transform the patient dining experience at Griffin Hospital.

Background

At Griffin Hospital, located in southern Connecticut, patient satisfaction is a top priority and a critical part of its
mission. As a Planetree member organization, the hospital has been nationally recognized for its unique
‘patient-centric” approach to healthcare, which emphasizes the delivery of personalized care in a healing and
nurturing environment.

Opportunity

Realizing the vital role that nourishing food plays in executing this unique healthcare philosophy, hospital
administration knew that enhancing their existing patient dining program was essential. With such a specialized
mission, they sought to partner with a dining services management company that would work closely with
them to develop a custom program, while still adhering to and respecting their patient-focused philosophy.
Griffin had very specific needs and goals for the program; to prepare fresh, made to order meals, to introduce
culinary standards and best practices, and to use fresh ingredients, all delivered by hospitality trained
employees.

Solution

Unidine’s collaborative assessment approach with Griffin not only resulted in development of an improved
custom dining management program, but also uncovered an opportunity to develop a new Patient Dining
Services Specialist Program that aligns with their mission.

The Customized Dining Program now includes:

A customized menu, offering variety throughout the week vs. the same menu choices every day.
New culinary food production standards & practices, using the freshest, most nutritious ingredients.

Implementation of a cook to order, a la minute service vs. pre-cooked product kept warm in steam-
wells.

e A patient-centric focused management program aligned with the hospital mission.
A new, professional uniform program more representative of professional hospitality service
employees.

e Routine patient-centric care training, delivered with a purpose to the entire Dining Services Team.
Hospitality is a part of our DNA philosophy.
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Patient Dining Services Specialist Program

“Unidine understands the goals of Griffin Hospital and has been instrumental in creating a more
palient-centered program.”

Once Griffin Hospital and Unidine assessed the overall goals and objectives for the patient-centric model, their
collaboration led to the development of the ‘Patient Dining Services Specialist Program’. This “ambassador”
program—akin to a guest services director or hotel concierge — has been instrumental in achieving a true
personalized patient dining experience. The Dining Services Specialist personally interacts with patients and
their families on a daily basis to ensure their needs are being met. If they are not satisfied with any aspect of the
hospital dining program, the dining specialist is responsible for resolution of their issues. From personalizing
meals based on patient preferences, to arranging for family members to eat dinner with their sick relatives, the
Patient Dining Services Specialist Program has made a world of difference and become an invaluable asset to
Griffin Hospital.

“It's clear the enhancements Unidine has made have significantly impacted the dining program
in a positive way both from a patient perspective and from measurable results.”

The results speak for themselves. A renewed focus on meal preparation guided passionately by culinary
standards and practices, using fresh ingredients whenever possible, and combined with personalized guest
services has produced the highest level of patient satisfaction Griffin Hospital has ever enjoyed. Dining
Services is now aligned with the hospital’s mission, enabling administrators to spend more time focused on the
overall hospital patient experience. The constant interaction with patients and family members creates an
instant feedback channel, allowing issues to be addressed attentively and effectively.

Additionally, the hospital’s newly renovated Café has been transformed into a dining destination for
employees, visitors, and guests of the community. Together, Unidine Corporation and Griffin Hospital have
raised the bar (and reputation) for hospital dining.

Unidine Griffin Hospital Partnership Results:

e Patient dining satisfaction has improved to the highest level that Griffin has ever achieved. Griffin
Hospital consistently scores in the 99" percentile for patient satisfaction.

e The dining staff now receives specialized training in patient-centered care training, measurably
impacting patient and employee satisfaction.

e Unique, hospitality-focused service has made the hospital stand out even more as a leader in the
healthcare industry and the community.

e The hospital café has been transformed into a go-to destination for employees, visitors, and the
community, resulting in increased revenue and improved patient and employee satisfaction.
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