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UCSF Medical Center — Overview  

Notification System Selection & Implementation

Backup strategies when primary methods fail

System Management Framework: Steps to Preparedness

 Lessons learned from recent events and exercises

Presentation Topics

Welcome.

UCSF Medical Center
Mission Bay 
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UCSF Medical Center
Parnassus
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UCSF Medical 
Mount Zion 
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UCSF Medical Center
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UCSF Medical Center – By the Numbers
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 770,000 outpatient visits

 38,000 hospital admissions

Over 10,000 staff

 200+ Outpatient locations
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UCSF Medical Center
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Department of  Emergency Management

So here’s the story…

The Pineapple Express — 2014

• Communication gaps

• Unknown distribution 

• Not a user-friendly system 

Ebola Preparations — 2014

• Collaborative initiative 

• Multiple response teams

• Not everyone on pager
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Step 1: Gap Analysis

Current state: 

• Disparate Communication Modalities 

‒ Overhead Page & the dreadful “Dark Zones”

‒ Phones, Pagers, Etc.….

‒ Pagers

 Identified gap: 

• No centralized platform or process for 
communications management

Requirements to bridge the gap:

• Emergency Notification System 
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Regulatory Requirements

 Joint Commission Compliance 

• Emergency Management Chapter

‒ Communications — EM.02.02.01

 EM.02.02.01.01 – How staff will be notified that emergency 
response procedures have been initiated

 EM.02.02.01.01 – Communication to staff and licensed 
independent practitioners during an emergency

 EM.02.02.01.14 – Hospital establishes backup systems and 
technologies for emergency communications 
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Selecting a Notification Platform

Selecting a Notification Platform

Gartner Magic Quadrant 

Documented requirements

Peer feedback
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Gartner Magic Quadrant
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Communication Devices — Utilization Ratings

Pager Phone – SMS TextDesk Phone
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Demo
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Scoring
0 = None
1 = Partial
2 = Complete
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Broadcast Throttling
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415-123

415-124

415-125415-126

UCSF
Emergency 
Notification 

System

Single Sign-On (SSO)
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SSO Downtime Procedures

• Use native login and URL

• Contact vendor operator
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Human Resources (HR) Data Feed

• HR Data Feed

• Employee labor & relations restrictions

• We’re only as good as the data we have!
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Francine’s Slides
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Email

 Subject matter experts

 Spam filter safe list

 Prioritized queuing
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Cellular

Locations

Wi-Fi Fast

Mobile

Connection

Notification Platform

The Identified Solution

Centralized platform

Aligned our communication modalities 

Backup procedures

User-friendly interface
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Step 2: Leadership Support
Planning for communications management: 

• Interdepartmental planning meetings

• Identified activation process

• Leadership buy-in 

• Administrative support  
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Step 3: Process Management
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Activation Framework 
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Collaborative development

Emergency management culture 

Communication foundation

24/7 resources

Step 3: Process Management

Step 4: Messaging Strategy

 In line with our CCSF DEM 
partners 

Concise messaging scripts 

Basic language/NO 
acronyms 

Covering all phases
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Step 5: Testing & Utilization

Operation Move — Feb. 2015
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Step 5: Testing & Utilization

Operation Move — Feb. 2015
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Ebola Virus Disease — Suspect Patient — July 2015 

• Activation of our Ebola Care Unit 
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Step 5: Testing & Utilization
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• “The Great Flood” — March 2016

• Non-Emergency Notification — March 2016

Step 5: Testing & Utilization
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Exercise integration

• Exercise coordinator

• Controllers 

Master scenario events list

• Scheduled injects

• Streamlined exercise 
communications 

Step 5: Testing & Utilization

38

“Coordinated Attack Exercise” — Active Shooter/MCI/Surge — April 2016

Step 5: Testing & Utilization
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Step 5: Testing & Utilization
“Coordinated Attack Exercise” — Active Shooter/MCI/Surge — April 2016
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Exercise communications management via mobile app

Step 5: Testing & Utilization
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Quarterly tests

Event activations & exercises 

New tools

Process improvement
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Step 5: Testing & Utilization

Our Step Ladder:

04

03

02

01

05

Messaging Strategy

Process Management

Leadership Support

Gap Analysis

Testing & Utilization

Summary
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43

THANKS
COMING!

FOR
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Thank You!

Marjorie Smallwood, MPH
marjorie.smallwood@ucsf.edu

Francine Sneddon
francine.sneddon@ucsf.edu


