
Page 1 of 4

CASE STUDY

The Economist Group
Protecting lives and revenue with emergency notification
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Executive Summary

When The Economist Group established a Business Continuity 
unit in 2009, they faced a number of communications challenges, 
including an inefficient, unreliable process for contacting 
employees in the event of an incident. After evaluating more 
than 20 vendors, the company chose MissionMode’s web-
hosted Notification Center—the only solution that met all their 
requirements. They have improved communications in a number 
of ways, including reductions in time to contact employees, 
human error, and staff time needed for administration. The 
Notification Center has been used in high-profile disasters such 
as super-storm Sandy, hurricane Irene and the Japan tsunami and 
earthquakes.

Challenges

Vicki Gavin is the Compliance Director, Head of Business 
Continuity and Information Security. When she joined 
The Economist Group in 2009, there were no real incident 
communications plans and no Business Continuity function. 
There were a few simple plans, but each of them took a different 
approach to potential events, there was no practiced command 
structure, and documents were kept within departmental silos. 
The company mainly relied on untested phone trees to notify 
people of an event.

Vicki noted that “Manual call cascades didn’t work. For one, it 
took too long to contact everyone. By the time the last people 
in the chain are reached, the situation has changed. Also, people 
are imperfect. They can change the message as it is passed along 
without realizing it.”

At a glance
The Economist Group is the leading source of 
analysis on international business and world 
affairs.  They deliver information through 
a range of formats, from newspapers and 
magazines to conferences and electronic 
services. Their brands include The Economist, 
The Economist Intelligence Unit and CQ Roll 
Call. Economist Group digital editions are read 
on more than 1 million devices each month. 

 � Established in 1843
 � More than 1,400 employees
 � Operations in 60 countries

www.economistgroup.com

“During an incident, our primary objective 
is the safety and security of staff and 
families. MissionMode is absolutely 
essential to meeting that objective. It’s 
worth its weight in gold.” 

Vicki Gavin, Compliance Director, Head of 
Business Continuity and Information Security

Emergency Notification  •  Incident Management™
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Her first tasks were to create a communications plan 
and look for an emergency notification system, which 
would become an important part of that plan. They 
needed a way to reliably and quickly communicate 
with employees in the event of an emergency.

Finding a Solution

The company reviewed more than 20 notification 
products, and MissionMode made the shortlist. “In the 
past I had used several major notification systems, but 
administration overhead was awful and the charging 
structure was very complex”, said Vicki. 

The Economist Group had a small list of essential 
criteria:

 � The solution must have truly international 
networks.

 � The system must have multiple messaging centers. 
 � Administration must be easy and not time-

consuming. 
 � Recorded voice was a critical need because alerts 

to other countries must be in the native languages.
 � The charging structure must be simple.

Vicki noted that “Few vendors had must-have 
capabilities such as a true international presence, 
recorded voice alerts, and easy administration. In the 
beginning, I was a Business Continuity department 
of one, in the midst of rolling out a major new BC 
program. I had no time to waste.”

After a thorough process of due diligence, The 
Economist Group chose MissionMode’s Notification 
Center because it was the only system that met all their 
requirements.

Implementation 

An intern with no prior experience with notification or 
Business Continuity helped implement the Notification 
Center. According to Vicki, “He only needed to 
understand good communication. He took a crash 
course then ran with it. It speaks volumes—how easy it 
is to use and administer MissionMode.”

Using the Notification Center

The Economist Group uses the Notification Center to 
contact employees when a critical incident occurs or 
when a crisis is imminent. They use voice, SMS text and 
email to reach staff members.

The company’s planning is impact-based—how 
premises, people and critical resources will be affected. 
They have defined a few standard Notification Center 
templates, but also enjoy the ease and flexibility of 
creating customized messages at the time of incident. 

“It speaks volumes—how easy it is to use and 
administer MissionMode” 

Vicki Gavin, Compliance Director, Head of Business 
Continuity and Information Security

Super-storm Sandy

The company knew that the storm would 
affect their offices, so they sent alerts to 
notify everyone who would be affected. 
They were able to ensure that everyone was 
safely home and that crisis leadership was in 
place. Alerts were also sent to keep everyone 
informed after the storm had passed.

However, various communications channels 
were down for an extended period of 
time because of the storm. Since the staff 
can enter multiple contact points across 
multiple communications channels, there 
was usually at least one channel working 
for each employee. The Notification Center 
automatically sent alerts to each point of 
contact and kept trying until a response was 
received. “This is where MissionMode became 
so powerful,” said Vicki.

Some employees relocated to safer locations 
and they were able to update the Notification 
Center with their new contact information, 
ensuring that they were kept in the loop.

http://www.missionmode.com
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When they use a template, the people to be notified, 
initial message and automation rules are immediately 
created, which speeds the response and reduces 
human error. 

When alerts are sent to employees in other countries, 
the messages are often sent in the language of that 
country. Voice alerts are recorded by a native speaker, 
which prevents potential misunderstandings that can 
come from using text-to-speech.

Within the Notification Center, the company has 
organized their staff members into groups. To create 
groups, Vicki assigns each person a role based on their 
region, location and business unit. Dynamic teams 
are then created by setting a condition such as “role 
contains business unit: EIU and location: New York.” 

These roles are then used to determine group 
membership. In this way, the company can be certain 
that people are always in the correct groups without 
any manual intervention. Every week, anyone who 
has changed jobs or moved to a different location is 
automatically assigned to a new group. 

The company’s HR department maintains the staff 
directory so it’s always up-to-date, then the data is 
imported into the Notification Center. Each Friday, 
Vicki updates all group members. According to Vicki, 
“this entire process takes less that 15 minutes each 
week, which is a really important feature as I am the 
MissionMode administrator”.

The company uses the Notification Center’s polling 
feature as a virtual roll call. When a person receives an 
alert, they can indicate their status by simply pressing 
a button. For example, “press 1 if you are OK, press 
2 if you need help”. Polling is a much more efficient 
way to ensure employee safety, and has resulted in an 
improved response to incidents.

Administration

All employees manage their own contact information 
and are regularly reminded to update this information. 
This results in fewer issues with data privacy, and 
employees are much more likely to keep their 
information updated, which takes far less time out of 
the BC department’s schedule. 

According to Vicki, “Having employees manage their 
own contact information has resulted in nearly a 
100-fold decrease in staff time versus the old method 
involving call trees and administrative assistants 
tracking down updates. Now people are used to using 
MissionMode and they come to expect it.”

Japan Tsunami and Earthquakes

The Notification Center was used during the 
2011 Japan tsunami and earthquakes. Within 
minutes of learning about the tsunami, the 
BC department sent alerts to everyone in 
their San Francisco, California office to warn 
people and tell them how the tsunami might 
affect them. 

In contrast, the Notification Center was not 
used to contact the Japan office. It took 
several HR people four hours to reach people 
and confirm their safety. This was partly due 
to infrastructure failures, people being out of 
cell range, and people being in shelters. 

According to Vicki, “Had MissionMode 
been used, the response would have been 
much more efficient. One person could 
have handled the alerts in less time and we 
could then have focused attention on those 
employees that weren’t able to respond.” 

When a voice alert is sent and a person 
is does not acknowledge or respond, the 
Notification Center can be configured to call 
that person again. Once an alert has been 
acknowledged, the Notification Center will 
not queue further alerts to that person.

“Having employees manage their own contact 
information has resulted in nearly a 100-fold 
decrease in staff time versus the old method”

Vicki Gavin, Compliance Director, Head of Business 
Continuity and Information Security

http://www.missionmode.com
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Testing

The BC Department conducts regular tests and they’re 
getting a good response to their drills. After each 
test, the results are sent to Senior management for 
post-event analysis. The system’s records, such as 
messages sent and who responded, are proving to be 
extremely useful for after-action reports. “The reporting 
capabilities are really good, both during and post-
incident,” stated Vicki.

Incidents

The Notification Center has been used in a number of 
major events such as super-storm Sandy, hurricane 
Irene, the Japan tsunami, and a significant power 
outage. 

“During an incident, our primary objective is the safety 
and security of staff and their families,” said Vicki. 
“MissionMode is absolutely essential to meeting that 
objective. It’s worth its weight in gold.”

Conclusion

The Economist Group is minimizing the cost and 
impact of crises with the help of MissionMode’s 
Notification Center. They are realizing a number of 
benefits, including:

 � Improved employee safety
 � Protection of revenue in the event of a crisis
 � Significantly reduced staff time needed for 

communication and administration
 � Major reduction in time needed to reach 

employees
 � Improved accuracy of messages
 � Improved after-action reports with detailed metrics

About MissionMode

Safeguarding people, property and profits

MissionMode’s  emergency notification and incident 
management solutions minimize the cost, time and 
stress of time-sensitive incidents—from routine  
operational issues to major disasters. 

The Notification Center eliminates the guesswork of 
what message to send, who to contact and how. Alerts 
are created and sent within seconds to any number of 
people using any type of comunications device. 

Our Situation Center is a streamlined incident 
management system that brings together your plans, 
people, communications, tasks and resources. With 
our unique mobile app, you can drive a response using 
tablets and smartphones. 

EarShot goes far beyond ordinary notification. 
Exchange messages comprised of forms, text, 
checklists, photos, documents and GPS location. No 
other app on the market offers these capabilities.

Contact us to learn more

info@missionmode.com   |   www.missionmode.com

North America
877.833.7763 (toll-free)   |  +1 312.445.8811
International
+44 203 021 1036
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The Economist Group’s Information Security 
Manager, David Peach, recently received a 
request from a peer at another organization who 
was looking for a super-reliable phone system to 
be used for executive communications during a 
crisis. According to David, “I couldn’t understand 
why they wouldn’t just use MissionMode, which 
offers not just executive communications, but 
resiliency through multiple communications 
channels and flexibility to get the message out in 
almost any scenario.” 

http://www.missionmode.com



