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Learner  out com es
After this course, part icipants will be able to:

Identify the steps to uncover patient needs

List the benefits of core BrainHearing ο
technologies in common language

Discuss advanced technology in simple 
language related to everyday life situations



Counseling is a crucial par t  
of  suppor t ing t he pat ient … 



…and helping t hem  
get  t he m ost  out  of  

t heir  devices!



Building t rust



Why should new pat ient s choose you?



What  inform at ion is im por t ant  t o t hem ?



Educat ion oppor t unit ies

Did you know? 

Your brain processes and interprets the sounds your 
ears detect. The fewer details of sound the brain 
receives, the harder it has to work to make sense of it.



Pat ient  educat ion brochures 
Addit ional opt ions



Product  brochures



First  im pressions . . .



How do you uncover  needs 
& expect at ions?



How does your  conversat ion change?

New users Exper ienced users



Tailor ing t he discussion

Pat ient  m indset

Cont ext  & benef it s

Sim ple clear  language & 
t ools



Underst anding t he 
pat ient ’s m indset



Most people do not listen with the intent to understand; 
they listen with the intent to reply." --Stephen R. Covey

One of the most sincere forms of respect is actually 
listening to what another has to say." --Bryant H. McGill



Expect at ion dif ferences
New users 

Quick  
f ix

High 
expect at ions

Have & want  
inform at ion

Posit ive 
exper ience



New User  
Typical profiles

Willing

“I know I have a 
problem. Let’s 

do this!”

May have 
unrealistic 

expectations

Conflicted

“I don’t have that 
much trouble 

hearing.” 

May be dealing 
with denial

Normalizing

“It’s just the way 
it is when you 

get older.” 

May not realize 
how much they 

are missing

Suspicious

“I’m not sure 
hearing aids work 

that well.”

Concerns about 
benefits and 

your intentions



Posit ive language
Involving new pat ients in 
the conversat ion

·Does the language you use have 
an impact? 

·How do you actively listen to their 
story? 

·Do you use any tools to 
understand their motivation and 
expectations?



Open ended quest ions

·Why are we testing your hearing 
today? 

·Are there situations where you 
struggle to understand 
conversations? 

·How much do you know about 
today’s hearing aid technology? 

·Have you or your family members 
researched information on the 
internet? 

·Have you thought about a budget 
for your hearing care solution?



Range of hearing 
Reduction in hearing range

Some speech sounds are outside 
your range of hearing

We want to bring those sounds back 
into your range of hearing

Hearing solution 
Hearing devices 
Hearing technology 

Measure your range of hearing 
Profile your hearing 
Baseline hearing evaluation

Posit ive Language Suggest ions:

Hearing Test

Hearing Loss

You have high frequency HL

You need hearing aids

Hearing Aids



Det erm ining Readiness
The Line tool

How important is it for you to improve your hearing right now?

How confident are you in your ability to ……..?*
How confident are you that getting hearing devices is 
right for you?

* Fill in the blank with your recommendation e.g. hearing aids, assistive listening 
devices or communication strategies.



Expect at ion dif ferences
Experienced users 

Life is a 
journey

Keep m oving 
forward

Upgrade so I 
don’t  fal l  behind

New 
benef it s



When do you recom m end 
new t echnology?
Pat ient  perspect ive

· I want to hear about new 
technology from you.  

·When you clean my hearing aids let 
me listen to new technology while I 
wait. 

· If one or both of my hearing aids 
need repair give me demos of new 
technology as loaners.  

· If you have a patient newsletter 
showcase new technology articles 
so I stay up to date. 



Uncover ing unm et  needs

·Are there still situations where you 
wish your hearing aids would help 
more?  

·Can you describe what is 
happening in more detail? 

·You have been telling me about . . .



Som e conversat ions are not  
t hat  easy. What  about  t he 
pat ient  who want s m ore 

inform at ion?



Expect at ion dif ferences
Detail or iented

Focused on 
det ails 

Want s inform at ion  
on t echnology 

May want  t o show 
his know ledge



Det ail focused pat ient  
Focus areas

SNHL

“I know how 
technology 

works”

Understanding 
the nature of 

SNHL

Focus

“I know I need 
them but. . .” 

Speech in noise 
problem

Unique 

“I can tell you how 
a hearing aid 
should work”

Signal processing 
developed for 
hearing aids

Challenges

“I know a lot 
about signal 
processing”

Focused on 
challenges faced





How do you st ar t  t he 
discussion before m ak ing 
your  recom m endat ion?



Educat ion f ir st  leads t o an inform ed decision

Tak ing 
act ion

Hearing is a 
healthcare issue

Benefits tied to who & 
what is important

We hear with our 
brains

Provide a professional 
recommendation

What should your  
hearing solution provide

Simple positive language 
focused on benefits not features



The Ot icon goal
Help the brain make sense of all sounds

Cognitive challenge



What  m akes Ot icon Real ο
dif ferent ?

Unlike traditional hearing aids technology in 
Oticon Real works more like the brain works

Oticon Real includes a Deep Neural Network 
(DNN) trained with 12 million real - life sounds 

This built - in intelligence ensures each 
individual sound is delivered with detail and 
clarity



What  m akes Ot icon Real ο
dif ferent ?

Mimics the way the brain processes sound

Gives access to all meaningful sound 

Improves your ability to easily focus

Proven to reduce listening effort



What  does your  pat ient  want  t o know ?



Recom m ending Ot icon Real
New users

BrainHear ing Unt reat ed HL Essent ial feat ures Ot icon Real benef it s















Ot icon Real benef it s
New users

Oticon Real helps your brain make sense of 
sounds around you

With better access to speech and 
exceptional speech clarity, you can follow 
conversations with more focus

Real - life testing shows that Oticon Real 
significantly reduces listening effort even in 
noisy situations



Recom m ending Ot icon Real
Experienced users

You & your  brain Unm et  needs Ot icon Real benef it s



Ot icon Real benef it s
Experienced users

Oticon Real gives you a whole new level of 
sound quality

Oticon Real is proven to increase speech 
clarity in windy situations

 Do you notice when your hair or glasses 
touch your hearing aids? Oticon Real 
reduces the annoyance of those sounds



What  are pat ient s saying 
about  Ot icon Realο ?



The value of  t echnology dem onst rat ions

Focus on t heir  
challenges

Exper ience t he sound 
qualit y

Suppor t  your   
discussion



Providing a st andard of  care 
professional recom m endat ion



The paradox of  choices



Should I discuss m ult iple per form ance level opt ions?



οOt icon Real
Three performance levels

Ot icon Real

Real 1 Real 2 Real 3



Ot icon Real visual represent at ion



Tak ing t he next  st ep

Listen to your patient  

Make a professional 
recommendation  

Tie back to who & what is 
important  

Educate with simple 
language & tools  



Counseling t echniques 
suppor t ing st andard 
of  care
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