Hospital Switchboard Session

Gary Pudles, AnswerNet was the narrator 

Members on the Panel:

· Tanisha Threats, Danbury Hospital

· Joan Becker, Howard County General Hospital

· Sherry Smith, Cook Children’s Med Ctr

· John Carey, Startel

· Patty Boyle, Startel

Information and Discussion:

Hospitals use various types of telephone switches such as Avaya, Mitel, and Nortel to upfront incoming hospital calls. 

Maintain pagers and page calls to doctors and hospital staff, answer for clinics, give out patient information, monitor several different types of alarms within the hospital e.g. fire alarms, hospital operators receive calls from general public to get telephone numbers similar to 411.  Hospital switchboards run 24/7 the same as a call center. 

Discussion regarding codes in a hospital. The term “code” by itself is commonly used by medical professionals as a slang term for the type of emergency, as in “calling a code” or describing a patient or event occurring in the hospital.  

Examples of some types of Codes:

Code Blue could indicate a patient requiring immediate resuscitation.

Code Red is recommended for fire in hospital, smoke or fire detected

Code Black could be Bomb Threat.

Code Brown could be used for severe weather, Gas Emergency, Chemical Spill

Code Grey/Gray could be also be used for severe weather, security emergency 

· Every hospital uses different codes.  

· Code testing can occur daily.  

· Some hospitals could have 17 different types of codes.  

· At some hospitals the more senior operators do the codes, at other hospitals if you can’t perform codes you cannot be an operator.  

·  Each code has a different procedure and different teams that responded to the codes.  

· Every hospital has procedures for handling codes, such as paging out twice, going overhead in hospital to alert staff, etc.

In addition to the codes there are alarms and disaster procedures.  Alarms might be notification that a large group of victims are coming in.  Disaster procedures might be if there is a fire or earthquake effecting the hospital operations.

Hospital switchboards are a key public relations function for hospitals since it is frequently the first place a patient or family member makes contact with the hospital.   It plays a role in the certification of the hospital, can affect future donations to the hospital to mention a few.

Overhead paging you could dial into it from an outside telephone.  John Carey advised that there is usually a redundancy to security or some other 24/7 department.

Panel stressed the importance of keeping Physicians happy.

The possibility is there for the switchboards to be outsourced without the codes and the hospitals keeping the codes internal.

Gary thanked everyone for their participation.

