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6 San Francisco Health Network

Timeline

SFHN Quality Management Centralization

Phase 1 – Centralizing the LHH and ZSFG Quality Programs
Phase 2 – Assess quality structures and resources in Ambulatory Care and Behavioral Health

2019

LHH abuse events are 
discovered
Feb 2019

01

ZSGH Quality deployed to conduct 
quality assessment and assist with 

investigation/regulatory compliance 
March 2019

01

2020

01

2021

02

04

2022

01

02

Q1 Q2 Q3 Q4Q1 Q2 Q3 Q4Q1 Q2 Q3 Q4Q1 Q2 Q3 Q4

03

LHH placed on Immediate 
Jeopardy by CMS

July 2019

04

LHH back in compliance with federal 
regulations
Oct 2019

SFHN Chief Quality Officer 
and the Director of 
Population Health 

Management and Quality for 
Ambulatory Care Appointed 

Jan 2020

03

SFHN Quality Centralization Budget 
approved by Mayor Breed 

Oct 2020

04

LHH turn-around plan 
developed
Oct 2019

04

LHH CQO hired
Oct 2020

CCSF Covid-19 Pandemic Response

Begin SFHN Quality 
Centralization  Phase 2

Oct 2021

SFHN Quality Centralization Phase 1

ZSFG CQO hired
May 2021

02

Recruitment and hiring underway at 
both LHH and ZSFG – 18 vacancies

April 2021

SFHN Quality Centralization Phase 2

Complete SFHN Quality 
resource/alignment 

assessment
March. 2022

Develop SFHN Quality 
Strategic Plan aligned with 
the DPH/SFHN True North

June 2022

02

LHH CEO Hired
April 2020



SFHN Quality Management Centralization
Resource Comparison – LHH and ZSFG (2019)
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SFHN Quality Management Centralization
Resource Comparison – Future State
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DPH FTE- 59.5
UCSF FTE- 1
P-103 RN- 1
QM Centralization Budget Positions Filled (13/18)
RED – Current Vacancies - 11
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Chief Executive Officer
ZSFG

Director, 
MSO

Director 
PI

MS 
Analyst
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SFHN Quality Management Centralization
Resource Sharing and Standardizing Process
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Aligning Best Practice, Resources & Standard Work

Shared Resources (examples)

• LHH Covid response
• Regulatory Affairs RN 1.0 FTE shared between ZSFG and LHH 
• Risk Management RN – RCA training (4 months)
• Acting Risk Management  Director (4 months)
• ZSFG Regulatory RNs – survey prep for LHH
• IPC resources 

Processes (examples)

• Shared Standard work 
• RCA process
• Sentinel Event Policy
• JCC Regulatory Report
• Medical Probates
• PIPS template and minutes
• Abuse education materials and investigation tools 

• QM staff huddles
• New policy and procedure system – Contract pending
• New incident reporting system – Contract Pending
• MDStaff – MSO credentialing platform 
• PIPS Policy, Med Staff Bylaws & Governing Body Bylaws 

alignment – In progress

LHH ZSFG
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LHH Quality Management Restructuring
Framework
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• The Quality Management department is being rebuilt on the framework to 
support systemic improvement in the way care is delivered to patients. 

• The department is tasked with measuring and analyzing quality metrics and 
health indicators throughout the facility. 

• The department will support and guide discussions for improvement in health 
outcomes. 

• The team will support continuous efforts to achieve stable and predictable 
process results and improve processes for both residents and the facility.



LHH Quality Management Restructuring
Priorities
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BUILD THE LHH 
QM DEPARTMENT

Recruit and hire 
new staff.

Promote and 
encourage 

professional 
development.

EXPECTATION 
THAT EQUITY IS 

PART OF THE 
DISCUSSION

Equity coaching in 
partnership with 
LHH Department 

of Equity and 
Culture.

Incorporating an 
equity lens in our 
day-to-day work.

IMPROVE PATIENT 
CARE AND 

OUTCOMES BY 
USING DATA AND 
BEST PRACTICES

Coach and 
promote Lean and 

A3 thinking.

Collaborate with 
DPH and facility 

Kaizen Promotion 
Offices (KPO).

ENSURE 
CONTINUOUS 
REGULATORY 
COMPLIANCE

Standardize survey 
ready activities.

Maintain a 
constant state of 
survey readiness.



LHH Quality Management Restructuring
Principles
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The Quality Management department will be guided by the Six Domains of Health 
Care Quality:

• Safe: Avoiding harm to patients from the care that is intended to help them.

• Effective: Providing services based on scientific knowledge to all who could benefit 
and refraining from providing services to those not likely to benefit (avoiding 
underuse and misuse, respectively).

• Patient-centered: Providing care that is respectful of and responsive to individual 
patient preferences, needs, and values and ensuring that patient values guide all 
clinical decisions.

• Timely: Reducing waits and sometimes harmful delays for both those who receive 
and those who give care.

• Efficient: Avoiding waste, including waste of equipment, supplies, ideas, and 
energy.

• Equitable: Providing care that does not vary in quality because of personal 
characteristics such as gender, ethnicity, geographic location, and socioeconomic 
status.



LHH Quality Management Restructuring
Team Structures
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Nawzaneen Talai
Chief Quality Officer 

(0942)

Nicole Bowman
Senior Clerk (1406)

Lena Yue
Senior Administrative 

Analyst (1823)

Fiona Chin
Junior Administrative 

Analyst (1820)

Ariana Robert Martinez
SF Fellow (1801)

Charles Lamb
Director of Risk 

Management (2322)

VACANT
Risk Management RN 

(2320)

VACANT
Risk Management RN 

(2320)

VACANT
Patient Safety RN 

(2320)

Geraldine Mariano
Director of Regulatory 

Affairs (2322)

Deilah Angeles
Regulatory Affairs RN 

(2320)

Luna Tesorero
Regulatory Affairs RN 

(2320)

Suzanne Goodner
Regulatory Affairs RN 

(2320) 0.5FTE

Keith Howard
Infection Control RN 

(2320)

VACANT
Infection Control RN 

(2320)

Elizabeth Schindler
Director of Performance 

Improvement (2593)

Andrew Hoburg
PI Specialist (2591)

Elizabeth Jenanowski
PI Specialist (2591)

Kabiru Ohikere
PI Specialist (2591))

Rebecca Mathew
PI Specialist (2591)

Whitley Lucas
PI Specialist (2591)

VACANT
PI Specialist (2591)



LHH Quality Management Restructuring
Team Structures

15 San Francisco Health Network

Regulatory Affairs

The Regulatory Affairs team is responsible 
for being aware of new and existing 
regulations for both acute and skilled 
nursing facilities, supporting California 
Department of Public Health surveyors 
when onsite and/or completing desk 
reviews, ensuring LHH is continuously 
survey ready, and in compliance with all 
federal, state, and local regulations. The 
team will be tasked with working across 
disciplines, providing trainings to staff, 
and rounding for outcomes. Geraldine Mariano

Director of Regulatory Affairs



LHH Quality Management Restructuring
Team Structures
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Risk Management

The Risk Management team is responsible 
for identifying and evaluating risks to 
reduce injury to patients, staff members, 
and visitors within LHH. The team will be 
tasked with monitoring unusual 
occurrence reports, conducting 
organizational root cause analysis, 
supporting claims and litigation, and 
much more. The Risk Management team 
will work proactively and reactively to 
prevent patient harm and to minimize 
potential negative outcomes after an 
event.

Charles (Chuck) Lamb
Director of Risk Management



LHH Quality Management Restructuring
Team Structures
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Performance Improvement

The Performance Improvement team is 
responsible for proactive metric review of 
health indicator and quality metrics. The 
team will be tasked with supporting 
performance improvement plans, 
corrective actions, providing data 
dashboards, managing committees as 
part of Quality Assurance Performance 
Improvement, and much more. The 
Performance Improvement team will 
work proactively with frontline staff and 
unit leadership in review of metrics which 
directly reflect their unit population.

Elizabeth Schindler
Director of Performance Improvement



LHH Quality Management Restructuring
Team Structures
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Infection Prevention and Control

The Infection Prevention and Control 
team is responsible for taking an 
evidenced-based approach in preventing 
residents and staff from being harmed by 
avoidable infection. The team will be 
tasked with monitoring hospital acquired 
infections, supporting antimicrobial 
stewardship, and sharing best practices in 
infection prevention and control with 
frontline staff. 

Keith Howard
Infection Prevention and Control RN



LHH Quality Management Restructuring
Team Structures
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Data Analysts

The Data Analysts team is responsible for 
supporting data needs within Quality 
Management and across disciplines. The 
team will also be tasked with monitoring 
the facility policies and procedures, 
ensuring they are in compliance with 
regulations, best practices in patient care, 
and supported by staff education. 

Lena Yue
Lead Data Analyst



LHH Quality Management Restructuring
Team Structures
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Patient Safety

The Patient Safety RN will focus on continually support LHH staff in reducing harm and 
preventable mortality for the residents. The goal is to move toward a harm-free 
environment by working with frontline staff and LHH leaders to identifying early 
warning signs for safety and on transparency. 



LHH Quality Management Restructuring
Next Steps
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• Onboarding eight new staff members

• Partnering with HR to fill remaining vacancies

• Four 2320 Registered Nurse positions

• One 2591 Health Program Coordinator II

• Creating a LHH QM SharePoint site accessible by all frontline staff

• Creating a quarterly communication to all LHH staff sharing updates and resources 
for trainings, tools, and survey preparedness

• Developing data dashboards

• Encouraging professional development and certification



Questions.
Comments.
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