
WakeMed Health & Hospitals switches to smartphones 
and reduces repair costs by $47,000 per year.

PROFILE
• 919-bed private, not-for-profi t
   health system

• 750 Voalte smartphones

• Approximately 3,800 Voalte 
   users system-wide

FACILITIES SERVED
• WakeMed Raleigh Campus

• WakeMed Cary Hospital 

• WakeMed North Family 
   Health & Women’s Hospital

TECHNOLOGY IMPACT
• Ability to call, text and receive
   alerts with one multi-use device.

• Quieter environment due to 
   reduced use of overhead paging.

• Ability to see at a glance which
   providers are available.

• Reduced repair and refurbish
   costs by 89% per year.

INTEGRATIONS

“Our IT tickets have dropped to nearly zero because the technolo-
gy itself is working reliably with our new Rauland Responder 5 and 
Philips middleware, with no interoperability issues.”

– Fred Stancil, Manager of Telecommunications
  WakeMed Health & Hospitals

WakeMed Health & Hospitals is a 919-bed private, not-for-profi t healthcare 
system based in Raleigh, North Carolina. The system is accredited by The 
Joint Commission, and includes three acute care hospitals, a rehabilitation 
hospital, six outpatient facilities and numerous physician practice locations 
serving the Wake County region.

THE CHALLENGE

WakeMed started using mobile phones for clinical communication and 
nurse call notifi cation in 2005. For years, WakeMed used approximately 
1,000 Nortel phones, but the hospital struggled with a high failure rate, 
high break-fi x rate, poor overall voice quality and less than optimal user 
experience. Due to the rigorous demands of the environment and 
constant use, 30 to 40 phones per month were in need of repair. At a 
cost of about $150 to refurbish each phone, WakeMed was spending 
approximately $53,000 on annual repairs, with batteries and other 
associated costs boosting that amount to nearly $90,000.

By 2012, when Nortel began phasing out the legacy phones, WakeMed’s IT 
department decided it was time to fi nd a durable, reliable and cost-e� ective 
communication solution. One requirement: The new solution would need to
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work within WakeMed’s existing wireless infrastructure 
without requiring a switch to a proprietary system.  

After a demonstration and test of Voalte smartphones, 
the IT team engaged nursing to form a committee. 
The tech-savvy group had specifi c requests for their 
new communication system. They wanted to move 
away from a traditional keypad to a smartphone 
touchscreen that would be easy to read and navigate. 
They also wanted long battery life that would allow 
nurses to work a full shift without frequent battery 
changes. They wanted to see at a glance which 
providers were in the building and available at any 
given time. Ultimately, WakeMed decided on the 
fl exible, multi-function smartphone solution from 
Voalte, which would meet the criteria and allow 
interapp integration with the Epic EMR.

VOALTE IMPACT

In the fall of 2013, WakeMed Cary Hospital deployed 
100 Apple iPhones™ running Voalte One™ to seven 
nursing departments in the Women’s Pavilion and 
Medical-Surgical units. The new smartphone solution 
included Voalte Messenger™ to allow nurses and sta�  
using desktop computers to exchange messages with 
others using smartphones. 

In addition to acting as a multi-use communication 
platform for voice calling and secure text messaging, 
the Voalte smartphones integrate with the alarm 
management system to deliver alerts directly to 
caregivers from physiological monitors and the nurse 
call system. Along with the smartphones, WakeMed 
deployed 35 Code CR4405 barcode scanning sleds 
to enable Respiratory Therapists to gather information 
at the bedside via the Epic Rover mobile app, and 
add that information directly to the electronic 
medical record. 

“We are seeing positive results,” says Fred Stancil, 
Manager of Telecommunications at WakeMed Health & 
Hospitals. “Our IT tickets have dropped to nearly zero 
because the technology itself is working reliably with 
our new Rauland Responder 5 and Philips middleware, 
with no interoperability issues. I’ve been told by 
several nursing managers that the user experience has 
greatly stabilized as well.”

In spring of 2014, WakeMed added 350 Voalte 
smartphones at a number of nursing units on 
WakeMed’s Raleigh Campus.

“There’s no comparison to our previous way of 
communicating with the old phones,” says Susan 
Gutierrez, Nursing Manager of the Neonatal Intensive 
Care Unit at the WakeMed Raleigh Campus. 

A third phase spread the smartphones to the new 
WakeMed North Family Health & Women’s Hospital in 
May 2015. Today, the healthcare system is using 750 
Voalte smartphones, including iPhones 
and Android-based Zebra devices, with 
approximately 3,800 Voalte users system-wide. 

“We sign in to the patient’s room through Rauland 
Responder 5. When the patient hits the nurse call, 
an alert goes directly to the appropriate nurses’ 
smartphone,” explains Cheryl Kilbourne, RN, MSN, 
Director of Women’s Services at WakeMed North. 
“We also have an escalation plan so that if the 
nurse doesn’t respond, the alert is sent to an 
assistant or Charge Nurse.” 

Prior to Voalte implementation, WakeMed had a 
“burn rate” of approximately 35 exchanges per 
month in repair costs for the older Nortel handsets. 
At a per-unit cost of $125, that translated to 
approximately $53,000 annually. Since the Voalte 
deployment, repairs are virtually nonexistent, and 
WakeMed has on average one to three smartphones 
per month with a battery or screen issue, often 
covered by the smartphone manufacturer. The cost 
of repairs has dropped to less than $500 per month 
on average, translating to an 89% annual savings, 
or approximately $47,000.

Another benefi t is a noticeably quieter environment, 
due to the reduced use of overhead paging.

EXPANSION

WakeMed plans to use Voalte Me™ to connect 
physicians and administrators working outside the 
hospital with nurses and others at the point of care. The 
healthcare system is also working to integrate voice 
calls, secure text messaging and barcode scanning with 
access to the Epic EMR from a single device.

WakeMed Health & Hospitals
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