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NURSE CALL SYSTEMS AND CLINICAL 
COMMUNICATION DEVICES 

PROCEDURE © 

 
  

KEY POINTS 

• The Rauland Concentric Care Nurse Call Responder system™. This system promotes a   
"quieter ward” model. This model refers to the integrated responder nurse call and 
workflow solutions, which are designed to reduce noise and alarm fatigue in healthcare 
settings. The system achieves a quieter environment through visual alerts and tiered 
messaging systems. 

• Clinical Communication Devices (CCD’s), known as Spectralinks, are a handheld device 
staff will use to operate the Rauland's Nurse Call workflow. CCD’s alert staff when a 
nurse call event- nurse call, staff assist, emergency or mobile duress (ED SCH only), 
has been activated via the Reach application. 

• Additional to CCD’s, TV annunciators, located in the intensive care units, emergency 
department at SCH and Perioperative suite CHW display all nurse calls. 

• In addition to the nurse call functionality, the devices will be used as a communication 
device with pre-installed applications including Microsoft Teams and MedTasker.  

• All devices have the BizPhone app for calls, including 2222 over SCHN Wi-Fi. The 
calling setup varies by device type. 

• Staff using the CCD’s Staff must log into the system at commencement of shift using 
Imprivata and will be required to enter a four-digit pin. This pin access will remain active 
for 14 hours before needing to be re-entered. 

• Patient allocation to nursing staff CCD’s is to be completed via the Responder 
Enterprise Nurse call system each shift. The nursing team leader has oversight of this 
task each shift. Shared spaces within and external to the unit, also need to be allocated 
each shift  

• Staff must not take devices on breaks 

• Before docking the device or handing the device over, on transferring patient or end of 
shift, staff must log out of the device. 
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CHANGE SUMMARY 

• 19/11/25 – minor changes on p7 (BizPhone app) and p11 (Battery).  

• 18/12/25 – minor review to update the Nurse Call System Failure resource and update 
hyperlink on page 13. 

• 22/01/25 – minor review to update hyperlink Call sequences in SCH ED and SCHN 
intensive care units on page 10. 

• 28/01/26: Minor update to Section 8 Troubleshooting. 

 
 
 

READ ACKNOWLEDGEMENT 

• Training Required – nursing staff to complete eLearning module SCHN Concentric 
Care Responder Nurse Call System- Course Code 621593271 

• Read Acknowledge – all staff working within the Bilima Building SCH and Wattle 
Building CHW are to read and acknowledge having read this document. 

 

https://webapps.schn.health.nsw.gov.au/epolicy/policy/6957/attachments/14481/download
https://webapps.schn.health.nsw.gov.au/epolicy/policy/6957/attachments/14481/download
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1 SCHN Responder Enterprise Nurse Call System 

The Sydney Children’s Hospitals Network (SCHN) Bilima Building at Sydney Children’s 
Hospital (SCH) and Wattle Building at The Children’s Hospital at Westmead (CHW), utilise 
the Rauland Concentric Care Nurse Call Responder system™. This system promotes a   
"quieter ward” model. This model refers to the integrated responder nurse call and workflow 
solutions, which are designed to reduce noise and alarm fatigue in healthcare settings. The 
system achieves a quieter environment through visual alerts and tiered messaging systems.  

The responder nurse call system in the inpatient units also allow for verbal communication 
between the patient, family and carers, and the staff. When a patient, family or 
carer activates a nurse call, the nurse can answer the call from their allocated Clinical 
Communication Devices (CCD) or the Staff Station Console located at the staff station.  
When a call is answered, the patient, family and carers will hear the nurse through the 
handset or voice enabled station on the wall at the back of the bed, if in voice enabled room. 
This immediate communication allows the nurse to assess the call and determine the most 
suitable course of action. Calls can be routed to other nurses and to the team leader CCDs. 
This approach enhances workflow efficiency, improves patient satisfaction, and supports 
staff by creating a more tranquil and healing environment.  

 

2 Procedure  

This procedure outlines how the Rauland Concentric Care Nurse Call Responder System will 
be utilised and outlines a standard of performance across SCHN. 

This procedure provides guidance for the uses of equipment for nurses and to other clinical 
personnel who have both have direct and indirect patient interactions so that patient care can 
be provided in an efficient manner.  This procedure document supports NSQHS Standard 2: 
Consumer Engagement; Standard 5 Comprehensive care and Standard 8: Recognising and 
responding to deterioration. 
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3 Equipment 

3.1 Nurse Call 
Location Equipment 

Inpatient room • Voice enabled handset- nurse call buttons- general, drink, pain and 
toilet and light switch 

• Call station- handset connector, auxiliary jack, microphone, nurse call 
button and staff assist button 

• Emergency button 

Inpatient ensuites • Wall mounted, waterproof nurse call 
• Wall mounted, waterproof staff assist 
• Wall mounted, waterproof emergency button 

Play, recreation and 
multitherapy rooms 
and large bathrooms 

• Wall mounted nurse call 
• Wall mounted staff assist 
• Wall mounted emergency button 

Procedure rooms • Handset- nurse call button 
• Wall mounted staff assist 
• Wall mounted emergency button 

Intensive care • Voice enabled handset- nurse call buttons- general, drink, pain and 
toilet and light switch 

• Call station- handset connector, auxiliary jack, microphone, nurse call 
button and staff assist button 

• Emergency button 
• Ceiling mounted annunciators    

Emergency SCH • Voice enabled handset- nurse call buttons- general, drink, pain and 
toilet and light switch 

• Handset- nurse call button- Behavioural Assessment Room (BAR) 
and Safe Assessment room (SAR) 

• Wall mounted staff assist 
• Wall mounted emergency button 
• Ceiling mounted annunciators 

Perioperative suite 
CHW  

• Workflow terminals 
• Wall mounted nurse call 
• Wall mounted staff assist 
• Wall mounted emergency button 
• Ceiling mounted annunciators  

Perioperative 
Admissions CHW 

• Wall mounted nurse call 
• Wall mounted staff assist 
• Wall mounted emergency button 
• Ceiling mounted annunciators  
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3.2 Staff console  
The Staff Console is located at some Staff Stations and provides the following functionality: 

• Displays active nurse, staff assist and emergency calls  
• Annunciates, with tone, emergency calls  
• Answer nurse calls directly from the staff console via the handset or hands-free into 

voice enabled rooms 
• It is programmed with several functions that are standardised across the site, calls to 

patient rooms (in speech enabled rooms) and upgrade of patient call priority. 

3.3 Clinical Communication Device (CCD) 
The CCD’s, known as ‘Spectralinks’, are a handheld device staff will use to operate the 
Rauland's Nurse Call workflow.  In addition to the nurse call functionality, the devices will be 
used as a communication device with pre-installed applications including Microsoft Teams 
and Medtasker.    

SCHN have four different Spectralink devices in circulation. The devices have been carefully 
selected to suit the needs of each role with different functionalities.  Some devices have 
designated roles, while others are shared among staff.  

Wi-Fi Outage / disconnection 

When the device leaves a Wi-Fi area, a single alarm tone plays. This tone alerts the user that 
their device is no longer functioning for actions such as receiving a nurse call or using the 
duress function 

A visual warning remains, but no repeat tone is played. 

The device will tone when Wi-Fi connection is re-established.  

At Sydney Children’s Hospital, Randwick, the Wi-Fi network is available only in the Bilima 
Building. If a clinician is moving between Randwick campus buildings, Wi-Fi will be lost. The 
device will tone as it moves between connected and disconnected states. 

i. If the device briefly comes back online, then drops off again, the tone will sound 
again 

ii. If the device or Rauland Reach application is rebooted, it will tone again to warn 
the user on start-up 

iii. If the device is plugged into the device dock and then removed from that charger 
it will tone again to warn the new user 

Device Primary Applications 
Reach App (Rauland Nurse Call and Rauland Mobile Duress) 
Through this application nurses will receive nurse call events- nurse call, staff assist, 
emergency and mobile duress (SCH ED only). Staff will also be able to respond to patient 
requests via voice with the call back function to voice enabled rooms.   

Further information on using the Reach app is found  SCHN equipment and user guide 
intranet page. 

https://intranet.schn.health.nsw.gov.au/equipment-user-guides-and-resources/1-nurse-call
https://intranet.schn.health.nsw.gov.au/equipment-user-guides-and-resources/1-nurse-call
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BizPhone App 
All devices have the BizPhone app for calls over SCHN Wi-Fi. The calling setup varies by 
device type, see Table 1. To receive external calls on non-cellular devices, calls must be 
redirected from an internal device, including cellular CCD. 

To make external calls, start by dialling 0 before the desired number, for example 00414 123 
456. 

When saving external numbers in the BizPhone contact book, save with the additional prefix 
0. 

Table 1:  Call set up by device 

Device Device 
function 

Call types 

Internal External 

Incoming Calls Outgoing Calls Incoming Calls Outgoing Calls 

Versity 9640 
WiFi LTE 
Smartphone  

Cellular 

Yes Yes Yes Yes 

Versity 9653 
WiFi LTE 
Scanner 
Smartphone  

Yes Yes Yes Yes 

Versity 9740 
Wi-Fi 
Smartphone  

Non-Cellular 

Yes Yes No Yes 

Versity 9753 
WiFi Scanner 
Smartphone  

Yes Yes No Yes 

 

• MS Teams- once logged onto the device, staff will have access to personal MS Teams. 

• MedTasker- once logged onto the device, staff will have access to MedTasker and 
should use the device as primary access point. 

• Outlook- once logged into the device, staff will have access to SCHN email account 

 

Device Secondary applications 

The device will have other applications for easy access including: 

• Calculator 

• Medication formularies 

• SCHN Policies, Procedures and Guidelines  
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3.4 Television Annunciators  
Annunciators display all nurse calls in a triaged system:  

1. Emergency calls (red) 

2. Staff assist (yellow) 

3. Nurse call (green) 

Annunciators make an audible alarm for emergency calls. The length of time since the call 
was initiated is also displayed. 

When no nurse calls are displayed the annunciators can be used to display other key 
messages e.g. promote hand hygiene month.  

Annunciators are located: 

Hospital Location 

Children’s Hospital at Westmead • L3 Preadmissions 

• L4 Integrated Perioperative Suite 

• L7 PICU 

• L8 NICU 

Sydney Children’s Hospital, 
Randwick 

• BB1 Emergency Department 

• B1 - CICU 

3.5 Responder Enterprise Nurse Call system 
The Responder Enterprise allocation software is located on the SCHN intranet application 
links page here. 

This software is used to: 

•  assign staff to device clinical extension number 

• assign staff to patient bed spaces 

• assign call escalation points 

• assign responders to shared spaces within the unit (large bathrooms and treatment 
rooms) 

• assign responders to shared spaces outside of the unit (recreation rooms, multi therapy 
rooms, and playrooms)  

All rooms must be assigned to a nurse and CCD so that calls can be 
responded to each shift via the Reach App. 

Information on accessing and using the Responder software is located on the  SCHN 
equipment and user guide intranet page   

 

https://intranet.schn.health.nsw.gov.au/application-links
https://intranet.schn.health.nsw.gov.au/equipment-user-guides-and-resources/1-nurse-call
https://intranet.schn.health.nsw.gov.au/equipment-user-guides-and-resources/1-nurse-call
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3.6 Rauland Workflow Terminal 
The Workflow Terminals are installed on the perioperative suite on level 4 of the Wattle 
Building in all theatres and in stage 1 recovery. The workflow terminal contains 
preprogrammed workflows that allow staff to activate a workflow, request or communicate 
with team members carrying a CCD with the touch of a button, reducing the need for phone 
calls or paging e.g. requesting a specific piece of equipment from an operating assistant or 
requesting the next patient be transferred to L4 for surgery.  

If an emergency is occurring on the perioperative floor the workflow terminals light up and 
display the emergency location alerting the team in the theatre.  

 

4 Call activation sequences – Inpatient units 

Configurations for the call activations can be found in the resource tab of this procedure (add 
link). The information below provides an overview of the general sequences. 

• Call stop 1 = primary nurse 

• Call stop 2 = buddy nurse 

• Call stop 3 = team leader 

4.1 Low priority nurse call (green button) 

Bedroom activations 

When a patient calls from their room, a corridor light activates, and alerts are sent to the 
CCD and staff consoles. Some departments use TV annunciators to display these 
notifications. 

The assigned nurse can then either go to the room or answer the call using the CCD or a 
staff console to speak with the patient/carer (in voice enabled rooms only). If the call isn’t 
answered within three minutes, it automatically escalates to call stop 2 (buddy nurse) in the 
call chain. The call will escalate to the team leader/nurse in charge after a further 3 minutes. 

If a nurse answers a low priority call on their CCD it will cancel the call.  The nurse may 
choose to set a reminder by pressing ‘1’ on the CCD keypad.  This illuminates a white solid 
corridor slight next to the green corridor light.  The nurse has 6 minutes to attend the patient 
room before a nurse call is reactivated.   

Ensuite and bathroom activations 

• Calls activated in the ensuite can only be cancelled in the room 

• The escalation chain from responder one, two and three is two-minute intervals 

Upgraded calls 

Low priority calls can be upgraded to trigger an Urgent Nurse call. This ensures a faster 
response and may be used for patients requiring closer observation—such those designated 
‘watcher’ or other high-risk needs.  
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When upgraded, the corridor light will display as a Blue solid light, the tone on the CCD will 
be different and the call will be treated, in essence, as a staff assist and will go to the 3 
allocated CCDs for that room at the same time (call stop 1, 2 and 3)   

Information on how to upgrade a Nurse Call is found (add link) 

Note: the upgraded room needs to be downgraded on status change or upon discharge. 

4.2 High priority nurse calls 

Staff assist 

Staff assist, yellow button, is used to alert other staff that assistance is required in the 
bedspace. Call stops 1, 2 and 3 will receive the staff assist on their devices simultaneously. 
The call will display on the staff console.  There is no audible tone in the unit. These calls will 
appear with yellow flashing light outside the room.  

Examples of appropriate use are: 

• Assistance moving a patient 

• Acquiring a piece of equipment when not appropriate to leave the patient space 

• Support securing a device e.g. Intravenous canula, nasogastric tube retaping 

NB Nurse Assist is not to be used for escalation of care or deterioration 
support- staff are to press the emergency button on these occasions. 

Emergency call, red button is to be used when immediate support is required 

For all emergencies, all CCDs in the unit will alarm, and there is an audible tone from the 
staff consoles in the unit. 

The alert also appears as a red flashing light in corridor outside the patient room and is 
highlighted as first alert in red on the staff console.   

Note: Call sequences in SCH ED and SCHN intensive care units can be found in the 
resource tab of this policy  

 

5 Staff responsibilities    

5.1 Onboarding and Device Activation 
To ensure nursing staff can be allocated on shift the following must be completed by the line 
manager: 

1. Confirm the nurse is on the Nursing Distribution Lists managed by the Director of 
Nursing Administrative Assistants. 

2. Next, ensure the SCHN ICT access form is complete. 

3. If the nurse is still not visible, contact the ICT help desk. 

When using the device for the first time, staff will need to register an NFC sticker and attach 
it to the staff ID card. Directions for activating the device are  found  at Spectralink 

https://webapps.schn.health.nsw.gov.au/epolicy/policy/6957/attachments/14481/download
https://intranet.schn.health.nsw.gov.au/files/attachments/6764/schn-it-access_1.pdf
https://learning.schn.health.nsw.gov.au/index.php/spectralink-smartphone
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Smartphone | learning.kids . To use Microsoft Teams, Outlook and MedTasker, staff will 
need to log into each app separately at registration. 

5.2 Using the device 
Logging in 

• Staff must log into the system at commencement of shift.   

• To sign into a device, tap your ID card with the NFC sticker on the back of the phone.  

• At the start of the shift, staff are required to enter a four-digit pin. This pin access will 
remain active for 14 hours before needing to be re-entered. 

Battery 

• The device battery will last up to 12 hours when fully charged. It is recommended that 
the battery is changed upon receiving the device at change of shift. 

• Where staff are rostered on greater than eight-hour shifts, staff are additionally 
encouraged to change the battery halfway through the shift. Instructions on how to 
change the battery are found on the  Equipment and user guide intranet page. 

• When not in use, devices should be placed in the docking station to ensure ready for 
use when needed. 

• When the battery reaches approximately 20% an alert is displayed so the user is aware 
the battery is running low. The user can click dismiss, however should proceed to 
change the battery as soon as practicable. 

Standby Mode 

• For staff and the organisations security, the device will go into stand-by mode after 6 
minutes or it can be forced into standby, by pressing the on / off button once. The 
device will continue to receive calls and notifications in standby mode.   

Staff must not take devices on breaks 

Logging out 
Before docking the device or handing the device over, on transferring patient or end of shift, 
staff must log out of the device. This can be done by pressing the arrow located on the right 
bottom corner of the screen, next to the stafflink number. 

5.3 Allocation of rooms 
• Patient allocation to nursing staff CCD’s is to be completed via the Responder 

Enterprise Nurse call system each shift. The nursing team leader has oversight of this 
task each shift. 

• Shared spaces within and external to the unit, also need to be allocated each shift. 

• The expected allocation, response and general workflows for the Bilima Building at SCH 
and Wattle Building at CHW can be found in the resource tab of this policy. 

  

https://learning.schn.health.nsw.gov.au/index.php/spectralink-smartphone
https://intranet.schn.health.nsw.gov.au/files/attachments/14540/spectralink-battery-change.pdf
https://webapps.schn.health.nsw.gov.au/epolicy/policy/6957/attachments/14449/download
https://webapps.schn.health.nsw.gov.au/epolicy/policy/6957/attachments/14449/download
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5.4 Clinical images  
As per the Clinical Images (Photograph/Video/Audio Recordings) of Paediatric Patients 
policy, clinical images include any photos, videos, or audio recordings of a patient’s face, 
body, body part, their carer, or related clinical information and data. On CCD shared devices, 
these images must be sent using one of four methods:  

• MedTasker  
• Microsoft Teams  
• MedSync  
• Microsoft Outlook  

Please use one of the four approved applications to capture and share clinical images with a 
clinician or upload them to the patient's electronic medical record (eMR). Clinical images 
must not be taken or distributed outside of these designated applications.  

5.5 Allocation of NFC stickers 
NFC stickers are required to use the Imprivata sign on for the clinical communication 
devices. They will be provided to new staff by: 

• SCH – NUM/NM 
• CHW – Security  

 

6 Education 

• Clinical staff should be orientated and familiarised with the Nurse Call Responder 
system and CCD’s at commencement of employment, as appropriate to the role. 

• eLearning is available via My Health Learning by searching the catalogue for SCHN 
Concentric Care Responder Nurse Call System- Course Code 621593271. 

• User guides for nurse call can be found at Nurse call | The Sydney Children's Hospitals 
Network 

• Instructions for using Imprivata can be found Spectralink Smartphone | learning.kids 
• Nursing students will not be provided with a CCD when rostered on shift. These staff 

will need to be orientated to the system, with awareness raising of the corridor lighting, 
staff console and responder system as measures of patient alerts. 

  

https://webapps.schn.health.nsw.gov.au/epolicy/policy/6406/download
https://intranet.schn.health.nsw.gov.au/equipment-user-guides-and-resources/1-nurse-call
https://intranet.schn.health.nsw.gov.au/equipment-user-guides-and-resources/1-nurse-call
https://learning.schn.health.nsw.gov.au/index.php/spectralink-smartphone
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7 Downtime or Outage 

• If there is planned Downtime, the Staff Station Console and all Cellular Devices will 
remain functional.  

• In the event of a Wi-Fi or Power Outage – this would be a Code Yellow – the same 
process would apply as Downtime. The Staff Station Console is connected to an 
uninterruptable power supply, and the Cellular phones will receive calls as normal.  

• Full information on downtime procedures is located on the Disaster intranet page in the 
Plans | Policies section. 

 

8 Troubleshooting 

• To address any issues with nurse call systems, the Nurse Unit Manager should notify 
the engineering team during working hours by calling 9382 4900 during business hours 
or 0411 259 908 afterhours. An AFM must be completed and Bed Manager notified. For 
after-hours support, the Team Leader is responsible for contacting the Bed Manager 

• For any technical issues with the Spectralink clinical communication handset devices, 
please contact the ICT service desk at 02 984 50333 or submit a SARA ticket. 

• Refer to Nurse Call and Clinical Communication Device (CCD) System Failure – Bilima 
(SCH) and Wattle (CHW) tables located under the Faults Section within the Nurse call 
tab on the  Equipment and User guides intranet page .  

 
 
 
 
 
 
 

Copyright notice and disclaimer: 

The use of this document outside Sydney Children's Hospitals Network (SCHN), or its reproduction in 
whole or in part, is subject to acknowledgement that it is the property of SCHN. SCHN has done 
everything practicable to make this document accurate, up-to-date and in accordance with accepted 
legislation and standards at the date of publication. SCHN is not responsible for consequences arising 
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https://intranet.schn.health.nsw.gov.au/disaster-response/sch-emergency-response
https://intranet.schn.health.nsw.gov.au/equipment-user-guides-and-resources/nurse-call
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