
GET IT ALL HERE:
martinbros.com/diningsatisfactiontoolkit  OR  customer.martinbros.com (Tools --> Downloads & Links)

DINING SATISFACTION 
TOOLKIT
DOWNLOAD IT TODAY!
This toolkit was created to offer solutions to a common goal of most senior communities—improve resident satisfaction. 
Gain immediate access to multiple resources to enhance the dining experience!

CUSTOMER
COMMENT
CARD
Gather valuable 
feedback from 
residents about their 
dining experience 
with these customer 
comment cards.

CUSTOMER COMMENT CARD
We are always striving to serve you better. Please take a 
moment to complete this card and return it to the host. 
Thank you for your valuable help!

Greeting at door   

Server attitude   

Server attentiveness   

Menu items   

Food presentation   

Food quality   

Cleanliness   

Decoration   

Overall experience   

Comments:

 

MEAL SERVICE 

AUDIT
AUDITOR NAME AUDIT DATEMEAL LOCATION

COMMENTS

FOOD ITEM POSTED MENU
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1. Order the meal to be audited and record the items 
received in the meal. Remember to order 
therapeutic and/or texture-modified meals 
periodically too.

2. Record the menu on the posted menu and/or diet 
spreadsheet that corresponds to the day/meal you 
are requesting.

3. Check if the menu item meets the standards for 
each of the characteristics.

• Aroma: Has a pleasant odor. 

• Temperature: Is served at a temperature that is 
appropriate (hot foods hot, cold foods cold).

• Appearance: Looks appetizing. Appearance 
includes the size, shape and color. Cut up, 
minced or pureed items are acceptable when 
the items are separated on the plate, not running 
together, and the same color as the food that 
isn’t texture-modified.

• Taste: Tastes appropriate. 

• Texture: Has the correct consistency. Mouthfeel 
is appropriate (crunchy salad, smooth mashed 
potatoes, tender roast beef, etc.).

4. Comment on any concerns or details about the meal 
received in the comments area.

5. Complete the Corrective Action form as needed.

MENU CYCLE MEALDAY

MEAL SERVICE
AUDIT
Check accuracy and 
menu item standards 
with this meal service 
audit tool. 

DINING 
EXPERIENCE
WHITEPAPER
Make the dining 
experience 
memorable for your 
residents through 
personalization. 

PRODUCED BY:

 ` Start by collecting information about what is 
important to each resident:
• Specific preferences: Coffee with two creamers, 

ice water with each meal, preferred tablemates, 
lipstick on before going to dining room, 
crossword puzzle with morning coffee, etc.

• Introduce new team members to the residents.  
Share fun facts about them that the residents 
might enjoy.

• Are you able to attach a picture to the card to 
help new team members get to know the 
resident better?

 ` Greet the resident by name or preferred nickname 
in a friendly manner.

 ` Perform meal rounds often 
(see Meal Rounds Whitepaper).

 ` Anticipate their needs.  
• Try to remember that Betty likes ketchup with 

her eggs and serve her this at breakfast so she 
doesn’t have to ask every time.

• Make sure these are listed in the Resident Info 
Card to help others remember too 
(see Resident Info Card).

 ` Help residents if they have difficulty making 
decisions, hearing, seeing, etc.
• If you know they don’t like onions, let them 

know the entrée does or doesn’t have onions.
• Communicate clearly if they are hard of 

hearing. Try pointing to the menu or writing 
down your question to meet their needs.

• Communicate verbally if they have difficultly 
seeing the menu or menu choices.

 ` Be aware of resident happenings so you can 
converse with them on relevant topics. 

 ` Conduct a brief orientation to welcome new 
residents.  
• Share the weekly menu.
• Ask about beverage preferences, regular meal 

times, usual eating habits, favorite foods, food 
dislikes, etc.

• Create a food preference checklist with common 
food items featured on your menu especially if 
the resident seems to have several food 
preferences.

• Offer each new resident a welcome kit or basket 
with items: Free bingo square, free guest meal, 
free hug, sample treat, hand wipes or sanitizer, 
etc.

 ` Find out if the resident has any regional, ethnic or 
holiday traditions around food and meals.

 ` Ask the resident to share a recipe and use that recipe 
on the menu some time.

 ` Inspire residents to try new foods (see 10 Tips to 
Trying New Foods).

HELPFUL IDEAS TO PERSONALIZE THE

Dining Experience
An in-person orientation meeting is key to making 
residents feel like a welcome part of the community.

Consider these helpful ideas to personalize the dining 
experience for your residents.

Christy Edwards, RDN, CD, Dietitian, Martin Bros. 2021

PLATE WASTE
WHITEPAPER
Evaluating plate 
waste is valuable in 
determining menu 
ideas and satisfaction 
with dining.

PRODUCED BY:

 ` Track the food waste:
• Use the Waste Log Book (see Waste Log Book)
• Ask the dishroom staff to verbally comment on 

what plate waste they see
 ` Evaluate reasons for the food waste:

• Inappropriate timing of meals
• Disturbances by medical personnel
• Bored or unfamiliar menu
• Being left to wait
• Lack of assistance
• Food items are placed out of reach
• Not offered the chance to select their own meals
• Side effects of diseases
• Inability to swallow
• Did not like their diet order
• Poor plate presentation
• Food taste not palatable
• Food temperature not palatable
• Not hungry at meals due to supplements or 

snacks
• Did not get offered condiments they wanted 

with meal
 ` Conduct regular meal rounds to evaluate possible 

reasons for plate waste 
(see Meal Rounds Whitepaper)

 ` Establish quality assurance measures to address 
plate waste findings (see Corrective Action Plan):
• Change menu or products
• Cooking education for staff
• Plate presentation education for staff 

(see Plate Presentation Toolkit)
• Interdisciplinary team involvement
• Resident Food Council meeting 

(see Food Council Meeting Whitepaper)
 ` Remind team of the benefits of reducing plate waste:

• Reducing food costs
• Positive resident satisfaction with dining
• Improve food service practices
• Improve employee morale
• Positive impact on environment
• Improve nutrition and decrease weight loss

Have questions or concerns about changing menus 
or products, and educating staff? Contact your 
Martin Bros. dietitan.

TIPS FOR MONITORING

Plate Waste
Evaluating plate waste can provide valuable information 
about food acceptance. 

For example, if the product is repeatedly refused you may 
reassess its quality, make adjustments to serving size, and 
recheck its acceptance in another plate waste study. This 
information is helpful in identifying items to be replaced when 
planning a new menu and evaluating the approval of new items 
on the menu. 

Christy Edwards, RDN, CD, Dietitian, Martin Bros. 2021

FOOD COUNCIL
MEETING
WHITEPAPER
Resident involvement 
is important for dining 
satisfaction. This tool 
will help you conduct 
your food council 
meetings effectively 
and positively.

PRODUCED BY:

 ` Have a meeting outline/agenda prepared in 
advance. Be sure to include action steps, any new 
business, and future meeting dates.

 ` Bring a treat or new recipe idea to the meeting.   
This usually sets up for a positive meeting.

 ` Consider letting residents plan a meal 
occasionally. Or, maybe small groups of residents 
can work together and agree upon a planned meal.

 ` Consider using a resident’s recipe. Name it on the 
posted menu in honor of the resident, “Betty’s 
Homemade Brownies”.

 ` Keep it positive. Meet with chronic complainers 
separately and one-on-one.

 ` Ask for ideas for upcoming meal events. Involve the 
residents and activity team in the planning too.

 ` Consider recognizing upcoming birthdays, 
anniversaries and holidays. You can celebrate all 
holidays including National Pancake Day, National 
Ice Cream Day, etc.

 ` Discuss changes that have been implemented since 
the last meeting. It’s important to remind residents 
what they asked for and what has been done, so they 
know you are working on solutions and listening to 
their suggestions.

 ` Be open to trying new things.  If they request 
something that you don’t think will work, consider 
all avenues to implement it.

 ` Record notes during the meeting.

 ` Involve the interdisciplinary team as needed. Need 
new equipment to accommodate a request? Need 
team members to help with serving?

 ` Example strategy for common complaints, such as 
“Vegetables are too mushy.”:
• Review Martin Bros. Resources like the Roasted 

Vegetable Video or Vegetable Cookery Poster.
• Evaluate your vegetable recipes.
• Meet with the cook about ideas.
• Talk to your Martin Bros. dietitian on ideas to 

help with your resident complaints.
 ` Hold a tasting party and allow residents to “vote” 

for the item they want on the menu.  
• For example, if they are complaining about the 

pork, invite residents to a tasting party of 
different pork options and have them vote on 
one to feature on the menu.

 ` For those residents who choose not to attend the 
meeting, make sure they know how to submit their 
input anonymously if they want.
• Set up a suggestion box and have comment 

cards available (see Customer Comment Card).

TIPS FOR A SUCCESSFUL RESIDENT

Food Council Meeting
Everyone has an opinion about food. It’s important to 
remember that food can be very personal to residents, 
and everyone’s “likes” and “dislikes” are different. Food 
committees or food council meetings are one way to gain 
feedback on your dining program.

The tips below will be important in assuring an effective 
meeting in which information can be shared and issues 
resolved.

Christy Edwards, RDN, CD, Dietitian, Martin Bros. 2021

MEAL ROUNDS
WHITEPAPER
Gain insight into 
the overall dining 
experience with 
these helpful tips for 
conducting regular 
meal rounds. 

PRODUCED BY:

 ` Share this function amongst staff.
 ` Ask open-ended questions:

• How is your meal today?
• How is the quality of the food?
• How is the service?
• How is the temperature of your food?
• Is there anything I can do for you?

 ` Make notes on comments you hear.
 ` Take pictures of plate presentation (do not include 

residents in any pictures).
 ` Take pictures of table set-up prior to service.
 ` Record the menu being served for that meal and 

include all diets if different from regular diet. Be 
sure to note if a resident you talk to has different 
food served to him/her.

 ` Consider also auditing the dining room atmosphere  
(see Dining Environment Audit).

 ` Remember confidence building words and phrases:
• Absolutely
• Definitely
• Certainly
• Gladly
• I will be happy to...
• It will be my pleasure
• My pleasure
• You are quite welcome

 ` Review “how to handle upset customers”:
• I understand how you must feel, and I am so 

sorry this has been your experience with us. 
Let me see what I can do to help. 

• I can hear the frustration in your voice and I 
understand. I would be frustrated too. Let me 
see what I can do to help.  

• What can I do to make this right?  
• I will do everything in my power to resolve this 

issue to your satisfaction.  
• The reason why we don’t (do this) is (this). 

However, what I CAN do is THIS or THIS. 
Which one would you prefer?  

• Rest assured, I will find out the answer to that 
question and get back to you by (this date).  

• I will happily take care of that for you right now.  
• I am afraid this is a little beyond my authority. 

Let me take you to my manager, so he/she can 
help get this resolved.  

• I really want to work this out with you, however 
your foul language is preventing that. Let’s 
calmly work together to find a solution.  

• I am so sorry for the inconvenience you faced. 
What I can do is (this).

 ` Set up a Corrective Action Plan for any concerns or 
issues you gather from the meal rounds 
(see Corrective Action Plan).

TIPS FOR CONDUCTING

Meal Rounds
Meal rounds are simple to conduct, and very important in 
discovering any dining and service experiences that need 
improving.

It provides the opportunity to evaluate the accuracy, satisfaction 
and quality of the meals served. Furthermore, you are able to 
answer questions from the residents regarding their diet and 
clarify any particular preferences and requests.   

Christy Edwards, RDN, CD, Dietitian, Martin Bros. 2021

10 TIPS TO 
TRYING NEW 
FOODS
Learn simple ways 
to introduce and 
encourage residents 
to try new foods.

Time Recorded By Food Type Loss Reason # of Portions # of Quarts # of Pounds

12:50pm J Smith Lasagna Burnt on edges 12
4:30pm B Simpson Cheesecake Not held at proper temp 8

20 0 0

PICK ONE

TOTAL

WASTE LOG BOOK

GENERAL INFORMATION
Date: 1/1/20

Notes/Special Events Today:

INSERT BUSINESS
LOGO HERE WASTE LOG BOOK

Track what foods are not accepted and 
apply this information for improving menu 
offerings.

CUSTOMER 
SERVICE AUDIT
Customer service 
can make or break a 
dining program. Use 
this audit tool to help 
identify customer 
service shortfalls and 
successes.

CUSTOMER SERVICE 

AUDIT
STANDARD

AUDITOR NAME: ______________________________    MEAL LOCATION: _______________________________________   

AUDIT DATE:____________________________       STAFF OBSERVED:  ___________________________________________

Servers smile warmly and sincerely as they serve residents.

Servers have a pleasant tone of voice at all times, especially when a request or 
complaint is brought to their attention.

Body language of all servers is welcoming, friendly and not defensive.

Residents are appropriately greeted in all interactions: when order is taken, food is 
served and when dirty dishes are picked up.

Servers appearance is neat and clean. Hair is completely covered, if necessary, or 
pulled back when serving or assisting residents.

Servers help identify foods on a resident’s plate and verify accuracy of order when food 
and beverages are served, if appropriate.

Residents’ orders are taken in a timely manner or residents do not wait in line for an 
extended time for the buffet or to enter the dining room (guideline of 5-10 minutes).

Additional portions or alternate foods are offered when a resident is not eating well.

Resident is offered the appropriate condiments in a timely manner.

Table place setting is appropriately set, neat, clean and orderly.

All staff are aware of the day’s menu, including alternates.

Plates and glasses are placed within reach for residents or as per care plan if there is a 
specific location or side that is best.

Noise level in the dining room is appropriate to provide a comfortable and calm dining 
atmosphere, which meets the needs of the residents (music, TV, clattering of dishes, 
staff conversations).

Food is plated in an appetizing manner, runny foods are separate, meat kept whole 
unless resident requests it to be cut before serving.

Cognitively impaired residents receive adequate cueing, with an explanation of 
foods/beverages given if appropriate, and according to the care plan.

Dietary staff interact positively with other staff members and work as a team in the 
dining room.

Dietary staff serve internal customers (staff) in a courteous and polite manner if 
applicable.

Residents are allowed ample time to finish their meal without being rushed.

YES NO COMMENTS

COMMENTS

DINING 
ENVIRONMENT
AUDIT
Does your dining 
environment need a 
boost? Find out with 
this quick and easy 
audit.

DINING ENVIRONMENT 

AUDIT
STANDARD

AUDITOR NAME: ______________________________    MEAL LOCATION: _______________________________________   

AUDIT DATE:____________________________       STAFF OBSERVED:  ___________________________________________

Does the dining space allow sufficient space for residents to maneuver around with the 
ability to enter and exit independently?

Are the furnishings structurally sound with table height to allow for easy visibility and 
access to food?

Is the temperature of the dining room comfortable?

Do the sound levels interfere with social interaction?

Is the ventilation of the dining room acceptable?

Is the dining room well lit?

Are the tables set with napkins and non-disposable cutlery and dishware that is not 
cracked and free of chips and discoloration?

Are residents asked if they would prefer to wear a clothing protector?

Is the meal served at the posted time?

Are meals served at the same time for everyone seated at the same table?

Does staff speak to residents in a polite, respectful manner that maintains 
confidentiality?

Are residents offered menu choices if they do not care for an item?

Are resident requests handled in a timely manner?

Are guests offered assistance with meals as indicated?

Is the pace of the meal service appropriate (not rushed and not too long)?

Does medication administration interfere with the dining experience?

Are measures in place to maintain the temperature of beverages and food throughout 
meal service?

Are sanitary service practices observed (no bare hand contact of ready-to-eat foods, 
resident washed hands prior to meals, etc.)?

Are appropriate condiments available for the meal (ketchup and mustard with burgers, 
parmesan cheese with spaghetti, etc.)?

YES NO COMMENTS

CORRECTIVE
ACTION PLAN
Corrective action plans are key to 
improving performance and streamlining 
workflow. Utilize this form to implement or 
enhance a corrective action plan.

GOAL INTERVENTIONS:

CHANGES NECESSARY:

RESOURCES NECESSARY:

MONITORING METHOD:

CORRECTIVE ACTION 

PLAN
NAME: ______________________________    EVENT: ______________________________    DATE: __________________________________________   

TASK OWNER
TARGET DATE 
COMPLETED

TEAM MEMBERS DEPARTMENT DATE

Listed below are some helpful tips to encourage residents to become curious eaters.

10 TO TRYING
NEW FOODSTI

PS

Special Events
Host a new recipe sampling event or 
mini food show. Make sure to schedule the 
event during your guests’ hungriest time of 
day and not on the same day as an outing.

Samples
Offer a weekly sample of a new item 
with their meal and ask for feedback.

Pairings
Pair new recipes with good ole’ favorites. 
This helps to reassure if your guest doesn’t 
like one item, the whole meal isn’t a bust.

Themed Meals
Build a new recipe into a themed meal event. 
Even though your guests enjoy meat and 
potatoes, they might try a “walking taco” 
for a baseball-themed meal, for example.

Stay Neutral
Disguise your personal preferences 
so you don’t negatively impact 
their decisions.

Photos
Post pictures of new menu items 
on bulletin boards, in resident newsletters 
or on television monitors.

Recipe Descriptions
Describe the tastes, textures and ingredients 
in recipes so your guests know what to expect. 
Be careful with naming new items on your 
menu. The menu needs to peak their interest.

New / Trendy Items
Work with your Martin Bros. representative for 
ideas on new or trendy items, or free case offers 
to try.

Take a Vote
Offer tastings of several options 
and allow residents to vote on the 
one to feature on the menu.

Keep Trying
Don’t give up, keep trying! Research shows that 
it takes up to 10 tries of a new food to decide if 
you like it or not.
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