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INTRODUCTION Point of Care Communications for Nursing presents the findings of an end-user 
market study focused on the current state of communications adoption by nurses across 
the United States.  The report uncovers strong opinions regarding the market 
opportunities and challenges for adopting solutions at point of care to improve 
communications and collaboration, streamline nursing productivity, and enhance patient 
care and safety.   

Point of Care Communications for Nursing is an outgrowth of a similar study 
published by Spyglass in November 2006 entitled Trends in Mobile Communications.  

Content for Point of Care Communications for Nursing was derived more than 100 in-
depth interviews with nurses working in acute care and home health nursing 
environments nationwide.  Nurses interviewed were technically competent and 
representative of a broad range of nursing specialties, organization types, and 
organization sizes. 

The telephone interviews were conducted over a three-month period starting in June 
2009. The purpose of the interviews was to identify the needs and requirements for 
communications at point of care through discussions about 
• existing workflow inefficiencies in communicating with colleagues and patients, 
• current usage models for mobile communications devices and solutions, and 
• barriers for widespread mobile communications adoption. 

Spyglass also evaluated key vendor product offerings and identified early adopter 
organizations that have successfully deployed these solutions. 

TARGET 
AUDIENCE • Software and hardware vendors, systems integrators and management 

consulting groups who are selling hardware, applications and services into the 
healthcare industry 

• Healthcare administrators and IT executives who are making strategic decisions 
to fund clinical information technology solutions 

• Clinicians who are involved in informatics and clinical system evaluation and 
selection 

• Investment banking and private equity investors 
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ABSTRACT: 
Mobile communications solutions used at point of 
care are poised to revolutionize the way nurses practice 
and deliver patient care enabling them to communicate 
and collaborate with colleagues, physicians, ancillary 
workers and patients regardless of their physical location.  

Nurses are the single largest healthcare professional 
group in the United States with 2.9 million registered 
members.  They are mobile professionals who are 
constantly on the go working in high-stress, data-
intensive environments dominated by inefficient paper-
based processes.  They have a constant need for direct 
and immediate communications with colleagues and 

patients as well as real-time access to relevant patient information at point of care.   

Patients are sicker today with more physical and cognitive impairments than a decade 
ago.  They require complex medical care involving multiple medical specialties. With the 
current nursing shortage, nurses are taking care of more patients who are staying for 
shorter periods.  They are under pressure to coordinate, communicate and document 
patient care more effectively across a wider array of care team members. 

Nurses are using with a variety of mobile devices including pagers, cell phones, 
Smartphones, and VoIP phones to improve communications, streamline productivity and 
enhance patient care and safety.   

Hospital communications solutions are anything but unified.  Hospitals have 
purchased incompatible departmental systems from different vendors using different 
handsets operating over different wireless frequencies.  Nurses are forced to carry 
multiple communications devices to address specific job functions and responsibilities.  
Critical messages, non-critical messages and spam are frequently interspersed on the 
same or different devices making it difficult to filter, manage and prioritize 
communications from team members. 

Wireless networks not optimized to support nurses at point of care.  Networks were 
poorly designed resulting in coverage gaps, wireless interference, and overloaded access 
points.  Frequent dropped data and voice connections make it difficult for nurses to 
document patient care at the bedside or use VoIP handsets to communicate with team 
members. 

Hospitals are investing in point of care communications BUT deployments are 
limited.  Cost considerations have focused deployments on specific hospital departments 
and limited distribution of VoIP handsets to key nursing personnel.   

VoIP communications can be disruptive at point of care for nurses receiving 
incoming calls from team members while performing a patient procedure or treatment.  
Interrupting a nurse’s train of thought can easily introduce medical errors into the patient 
care process. 

Point of care deployments require nursing involvement during the design phases of 
an IT project.  Hospital IT must collaborate with nursing staff to understand existing 
workflow inefficiencies and how wireless communications and mobile computing 
technology can be used to support new and existing processes at point of care. 
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ABOUT 

SPYGLASS 
CONSULTING 

GROUP 

Spyglass Consulting Group is a market 
intelligence firm and consultancy focused on the 
nexus of information technology and healthcare.  
Spyglass offers products and services in customer 
and market intelligence, strategic partnership 
development, product marketing and investment 
due diligence.  Spyglass’ current research is 
entitled Healthcare without Bounds that focuses 
on the current and future potential of mobile 
computing and wireless technologies within the 
healthcare industry.  

Spyglass customers include more than 120 
leading high technology vendors, management 
consulting organizations and healthcare providers 

including Cisco, IBM, Microsoft, Intel, Hewlett Packard, Oracle, Johnson & Johnson, 
Pfizer, Siemens, GE Healthcare, Philips Healthcare, Sprint, and Kaiser Permanente. 

Gregg Malkary is the founder and Managing Director of Spyglass Consulting Group.  
He has more than 20 years experience in the high technology industry working with 
Fortune 2000 companies to help them use information technology for competitive 
advantage.  Malkary has domain expertise in mobile computing, wireless and broadband 
technologies with direct experience in the healthcare, hospitality, manufacturing, 
communications and entertainment markets.  

Prior to founding Spyglass Consulting Group in August 2002, Malkary was an 
Associate Partner at Outlook Ventures, a venture capital firm focused on early stage 
investments in enterprise software and communications companies.  Previously, Malkary 
was the Director of Strategic Planning for Exodus Communications where he was 
responsible for identifying, evaluating and executing growth initiatives for Exodus in the 
managed Web-hosting marketplace.  Malkary has also held consulting and senior 
management roles in business development, strategic planning and product marketing 
for public and private technology companies including IBM, Hewlett Packard, 
Accenture, Silicon Graphics and Skytel Communications. 

Malkary frequently speaks at regional and national conferences focused on mobile 
computing, wireless technologies and healthcare related issues.  Numerous industry 
publications have written about and quoted Malkary including the Wall Street Journal, 
CIO, Business 2.0, MIT Technology Review, Network World and eWeek.   

Malkary is an honors graduate of Brown University having earned a MS and BA in 
Computer Science.  He was awarded the prestigious North American Philips Corporation 
Fellowship for his graduate research work in graphical simulation environments.   

For additional information about this study, please contact Gregg Malkary at 
gmalkary@spyglass-consulting.com.  

 



               Point of Care Communications for Nursing 4 of 4 
 

© November 2009.  Spyglass Consulting Group  Gregg Malkary 
All rights reserved.  gmalkary@spyglass-consulting.com 

 

Customer 
Testimonials 

I have known Gregg for 5 years. Within my healthcare practice charter at NEC, I have engaged the 
Spyglass Consulting Group on many occasions. Gregg is very well respected in the healthcare industry 
and maintains a very broad audience within the provider community. Coupled with his own industry 
insight and personalized research methodology; he produces extremely straight-forward, actionable 
industry analysis. Gregg always has a pulse on the most relevant and emerging technology trends 
around clinical communications, computing and other advanced technologies. I have utilized his research 
to scope and target vertical sales training, validate market positioning and expand my own industry 
knowledge and insight. I have also worked with Gregg to deliver corporate sales presentations at NEC 
national sales events that have been very well received. I have enjoyed and gained from our 
collaboration over the years. Investing even 5 minutes in dialogue with Gregg generates take-a-way 
value. 

Lance Mehaffey, Director of Healthcare Markets 
NEC Unified Solutions 

Trends in RFID is an impressive and useful analysis of the current state of RFID technologies and 
solutions in healthcare. Its value to me and other hospital and health systems CIOs comes from the 
survey of operating managers and its analysis of opportunities for specific departments. Given our 
construction project and network infrastructure upgrades, the timing of the report's publication could not 
be better. Creative CIOs of leading organizations will gain many useful insights from the report as they 
consider investments in RFID solutions targeted to patient safety and operational quality improvements. 

Walter Fahey, VP and CIO 
Maimonides Medical Center 
Brooklyn, NY 

Spyglass Consulting Group has provided the Cisco Healthcare Team with excellent, in-depth market 
research and analysis that clearly maps key healthcare related issues/trends to available mobile 
technologies and solutions.  Spyglass has also been a key resource for Cisco’s healthcare channel 
partners with educational sessions providing partners with detailed and meaningful insights about 
healthcare customer requirements.  Spyglass engagements with Cisco and Cisco partners have been 
extremely professional and have provided excellent value-add.  I strongly believe Spyglass’ research 
could be useful for healthcare provider organizations and solutions vendors targeting healthcare industry.  

Kacey Carpenter, Healthcare Solutions Marketing 
Cisco Systems 

Spyglass Consulting Group’s reports on technologies in healthcare are an absolute necessity to 
anyone in this business. I have learnt a terrific amount from his reports, Trends in Remote Patient 
Monitoring and Trends in RFID, and I refer to them constantly. The information that is provided is 
sufficient and succinct to provide the support for establishing our strategies. The reports are not a 
massive collection of everything to know about these topics, but rather a practical collection of the most 
relevant information with important directions for my group which is focusing on a new direction for Pfizer. 
These documents are wonderful and practical resources. 

David Lester, PhD 
Director, Pfizer Human Health Technologies 
Pfizer, Inc. 

Trends in Mobile Computing is an excellent review. People of your caliber should be recognized at 
national meetings for your valuable contribution of legitimate end-user based research, so we can all 
better understand the market realities of mobile technology in healthcare. Your findings are both 
encouraging to those trying to advance the usage of mobile technologies, and words of caution to those 
who extrapolate or make assumptions solely based on anecdotal success stories. 

Andrew Barbash, MD, Chief of Neurology 
Holycross Hospital (Silver Spring, MD) 

Gregg Malkary is a leader in healthcare IT consulting. He has built an international reputation making 
Spyglass Consulting a leading market intelligence firm. His unique ability to identify key trends and 
current issues relevant to businesses, clinicians, educators and regulatory agencies is particularly 
impressive. Gregg’s detailed, investigative analyses offer expert information, which enables clients to 
make better industry decisions. His wide network of contacts ensures that his reports are thorough, well 
balanced and on the cutting edge. 

Brenda Hage, PhD, CRNP 
Director of Graduate Nursing Programs, Department Of Nursing 
Misericordia University (Wilkes-Barre, PA) 

 



November 2009 Point of Care Communications for Nursing Page 3 of 98 

© November 2009.  Spyglass Consulting Group.  All Rights Reserved.  This publication is protected by United States 
copyright laws and international treaties.  It may not be reproduced, stored in another retrieval system, posted on a Web site, or transmitted 
in any form or by any means without prior written permission.  Spyglass disclaims all warranties as to the accuracy, completeness or 
adequacy of such information.  Spyglass shall have no liability for errors, omissions or inadequacies in the information contained herein or 
for interpretations thereof.  For questions, contact Gregg Malkary at gmalkary@spyglass-consulting.com.  (Licensed to xxx). 
 

Point of Care Communications for Nursing 
November 2009 

Spyglass Consulting Group 
Gregg Malkary, Managing Director 

Menlo Park, CA 
 

IN THIS STUDY....................................................................................................5 
METHODOLOGY .............................................................................................................5 
TARGET AUDIENCE ........................................................................................................5 
DEMOGRAPHICS.............................................................................................................6 
INTRODUCTION.............................................................................................................15 
EXECUTIVE SUMMARY..................................................................................................16 

MARKET SURVEY RESULTS ...........................................................................19 
COMMUNICATIONS CHALLENGES..................................................................................19 

What challenges do nurses face communicating with colleagues and patients? ................ 19 
Patient Care Coordination ................................................................................................ 19 
Patient Information Access............................................................................................... 27 
Communications Management......................................................................................... 37 

COMMUNICATIONS DEVICES .........................................................................................43 
Which communications devices are nursing using at point of care? ................................... 43 

Voice over IP (VoIP) ......................................................................................................... 44 
Alphanumeric Pager ......................................................................................................... 48 
Cell Phone ........................................................................................................................ 49 
Smartphone ...................................................................................................................... 50 

How many communications devices are nurses simultaneously carrying? ......................... 53 
What are nursing requirements for the ideal communications device? ............................... 55 
Do mobile devices pose an infection control risk at point of care? ...................................... 57 
Are nurses using hands-free communications at point of care? .......................................... 60 

COMMUNICATIONS APPLICATIONS ................................................................................62 
Are hospitals deploying unified communications solutions? ................................................ 62 
Do nurses use e-mail or text messaging to support patient care?....................................... 64 
Are nurses receiving text alerts from nurse call and patient monitoring systems? .............. 70 
Does the physical layout of a hospital unit affect nursing communications? ....................... 72 
Are nurses using speech recognition at point of care? ........................................................ 73 
Should nurses be encouraged to multi-task at point of care?.............................................. 79 
Are home health nurses using telehealth to remotely monitor patients? ............................. 80 

COMMUNICATIONS BARRIERS TO ADOPTION.................................................................82 
Is the technical infrastructure adequate to support point of care communications? ............ 82 
Are healthcare organizations making investments in point of care communications?......... 88 
Are nurses ready to adopt communication solutions at point of care? ................................ 90 

RECOMMENDATIONS ....................................................................................................92 



November 2009 Point of Care Communications for Nursing Page 4 of 98 

© November 2009.  Spyglass Consulting Group.  All Rights Reserved.  This publication is protected by United States 
copyright laws and international treaties.  It may not be reproduced, stored in another retrieval system, posted on a Web site, or transmitted 
in any form or by any means without prior written permission.  Spyglass disclaims all warranties as to the accuracy, completeness or 
adequacy of such information.  Spyglass shall have no liability for errors, omissions or inadequacies in the information contained herein or 
for interpretations thereof.  For questions, contact Gregg Malkary at gmalkary@spyglass-consulting.com.  (Licensed to xxx). 
 

ABOUT SPYGLASS CONSULTING GROUP....................................................95 
LIST OF FIGURES .............................................................................................96 
ENDNOTES........................................................................................................98 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


