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1. This document is created for accessibility and is intended to be a supplemental resource. If you would like to
print a hard copy of this document, please follow the general instructions below to print multiple slides on a
single page or in black and white.

2. This handout is for reference only. Non-essential images have been removed for your convenience. Any
links included in the handout are current at the time of the live webinar, but are subject to change and may
not be current at a later date.

3. Copyright: Images used in this course are used in compliance with copyright laws and where required,
permission has been secured to use the images in this course. All use of these images outside of this course
may be in violation of copyright laws and is strictly prohibited.

4. Social Workers: For additional information regarding standards and indicators for cultural competence,
please review the NASW resource: Standards and Indicators for Cultural Competence in Social Work
Practice

5. Need Help? Select the “Help” option in the member dashboard to access FAQs or contact us.

How to print Handouts

On a Mac

*  Open PDF in Preview OnaPC

*  Click File Open PDF

*  Click Print «  Click Print

*  Click dropdown menu on the right “preview” «  Choose # of pages per sheet from dropdown

*  Click layout menu

* Choose # of pages per sheet from dropdown «  Choose Black and White from “Color” dropdown
menu

 Checkmark Black & White if wanted.

No part of the materials available through the continued.com site may be copied, photocopied, reproduced, translated or reduced

to any electronic medium or machine-readable form, in whole or in part, without prior written consent of continued.com, LLC. Any

other reproduction in any form without such written permission is prohibited. All materials contained on this site are protected by

United States copyright law and may not be reproduced, distributed, transmitted, displayed, published or broadcast without the

prior written permission of continued.com, LLC. Users must not access or use for any commercial purposes any part of the site or
- any services or materials available through the site.


https://www.socialworkers.org/LinkClick.aspx?fileticket=7dVckZAYUmk%3D&portalid=0
https://www.socialworkers.org/LinkClick.aspx?fileticket=7dVckZAYUmk%3D&portalid=0
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Webinar FAQs

* How to ask a question:
« Click Q&A, type your question and Send.

*  Where to get the handout:

* Resources in the classroom and under
Pending Courses in your account

Remote Support with + How to view captions:
Phonak Solions e
Jenna Valania, AuD « How to earn CEUs:

» After the webinar, go to your Pending
Courses and pass the multiple-choice
exam.

» For assistance or tech support:

« (Call 800-753-2160

+ customerservice@audiologyonline.com

«  Use the Q&A window



mailto:customerservice@audiologyonline.com
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Remote Support with
Phonak Solutions.

Jenna Valania, AuD
Clinical Trainer, Phonak
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Financial disclosure: Speaker is employed by Phonak US

Non-financial discloser: None

Risks/Benefits

The applicability and accuracy of the course content may vary by the clinical, geographical, and cultural context; you should
evaluate the course accordingly.

As healthcare is rapidly evolving, new findings may change the validity of the information presented in this course. Providers
should always consult the latest research and guidelines from professional associations.

The interventions discussed in this course may be limited in generalizability, requiring practitioners to consider specific individual
and population factors.

The course may not cover all possible risk factors, diagnostic methods, or treatment options, and complex cases may require
additional considerations.

Healthcare providers should apply cultural competence and sensitivity to ensure effective and respectful care based on their
patients' diverse needs.

Providers should always evaluate the limitations of diagnostic and screening tools, considering their potential for false results as
well as any ethical implications.

It is the responsibility of course participants to critically evaluate the evidence from multiple sources to guide professional practice.
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Learning outcomes

+ Explain how eSolutions have changed to address the recent
restructuring of hearing healthcare models.

- Explain how to conduct a Remote Support session.

- Describe different customer segments that can leverage this
technology for new business opportunities.

- List the benefits of offering Remote Support in your clinic.
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. eSolutions in evolving healthcare

eHealth eAudiology Phonak
eSolutions
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Adult preference for remote support is high

86%

prefer remote
sessions under
certain
conditions

60%

prefer a remote
session over
face-to-face

Angley, G. P., Schnittker, J. A., & Tharpe, A. M. (2017). Remote Hearing Aid Support: The Next Frontier. Journal of the American Academy of Audiology, 28(10), 893-900. https://doi.org/10.3766/jaaa.16093


https://doi.org/10.3766/jaaa.16093

Candidacy.
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Tele-Audiology: Reasons to believe

Telehealth Acceptance Questionnaire
10

0 I| || || || || I| || ‘| |

o

- Improved access to care

o

~

* Increased follow-up rates

o

Score (out of 10)
- w

* Reduced travel times and costs

w

~N

-

~ o~ m o o
§ §F §F F §F F §F F §F ¥
= = = = = = = =
§ § § § § § § § § §
Participant
mBaseline W Final
Word Health Organization. World Report on Hearing. (2021). Available online Arnold ML, Schwartz B, Neil H, Chisolm TH, Sanchez VA. Feasibility and Assessment of a Hybrid Audiology Service Delivery Model for Older
at: https://wwwAwho.int/teams/noncommunicable-diseases[sensor}(-functions-disabilitl -and- Adult Hearing Aid Users: A Pilot Study. Am J Audiol. 2022 Sep 21;31(35):892-904. doi: 10.1044/2022_AJA-21-00200. Epub 2022 May 3. PMID:

rehabilitation/highlighting-priorities-for-ear-and-hearing-care (accessed November 20, 2021). 35503960; PMCID: PMC9886165.



https://www.who.int/teams/noncommunicable-diseases/sensory-functions-disability-and-rehabilitation/highlighting-priorities-for-ear-and-hearing-care
https://www.who.int/teams/noncommunicable-diseases/sensory-functions-disability-and-rehabilitation/highlighting-priorities-for-ear-and-hearing-care
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. What children with hearing loss need

Clarity and richness of sound

Access to more words and conversations

Hearing aids that they can and want to wear
the full day, every day




PHONAK

lifeis on

What caregivers of children with hearing loss need

Information given in chunks, when previous
information has been processed

Confidence with listening checks
and troubleshooting hearing instruments

Counseling beyond hearing aid usage
and care

Meibos, A., Mufioz, K., White, K., Preston, E., Pitt, C., Twohig, M. (2016). Audiologist practices: Parent hearing aid education and support. J Am Acad Audiol, 27, 324-332.

Mufoz, K., Olson, W. A., Twohig, M. P., Preston, E., Blaiser, K., White, K. R. (2015). Pediatric hearing aid use: parent-reported challenges. Ear Hear, 36, 279-287.

Visram, Anisa Sadru1,2; Roughley, Amber Jemima; Hudson, Caroline Louise; Purdy, Suzanne Carolyn; Munro, Kevin James, Longitudinal Changes in Hearing Aid Use and Hearing Aid Management Challenges in Infants, Ear and Hearing: July/August 2021 -
Volume 42 - Issue 4 - p 961-972

Caballero, A., Mufioz, K., White, K., Nelson, L., Domenech-Rodriguez, M., Twohig, M. (2017). Pediatric hearing aid management: Challenges among Hispanic families. J Am Acad Audiol, 28, 718-730.
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How can we support our patients and their families?

Hybrid approach to appointments
Meeting them where they are in the journey (or in the world)

Provide necessary tools to be successful



Parents’ perspective

How convenient did you find the Remote Support appointment?

16
14
12

4°/
9 0

10

of parents rate Remote Support

8 sessions as extremely or very

convenient
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6
4
5 2
1 . :
: © N - o m
Extremely Very Quite A Little Not at All

mVisit1 mVisit2 mVisit3

Neumann, S., et al. (2021). Kid-e Audiology: Smartphone App Optimizes Pediatric Hearing Healthcare. Manuscript in preparation.



Committed quality care without compromise
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How confident are you that your child's hearing aid needs could be met through

remote support?

12
%
0
8
of parents are very or extremely
6 confident that their child’s hearing

aid needs can be met through a
Remote Support session.

1

o

Extremely Very Quite A Little
mVisit1 mVisit2 mVisit3

Neumann, S., et al. (2021). Kid-e Audiology: Smartphone App Optimizes Pediatric Hearing Healthcare. Manuscript in preparation.

Not at All
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Teens’ perspective on Remote Support

Interacting and following up with their HCP

D

Felt relaxed Would recommend Prefer remote
during session remote session session

Venkatesan, A. & Carr, G. (2019). Could teleaudiology be the answer for teens?. Phonak Field Study News. Retrieved
DS yw.phonakpro.com/content/dam/phonakpro/ac_ha/en/resources/evidence/field dies/documen n_pediati pdf.Accessed October 30, 2023



https://www.phonakpro.com/content/dam/phonakpro/gc_hq/en/resources/evidence/field_studies/documents/fsn_pediatric_could_teleaudiology_be_the_answer_for_teens1.pdf.%20Accessed%20October%2030

PHINAK
. The Children and Young People’s Audiology Centre (CYPAC) Protocol

Teleaudiology

Appointment

Immediate face to face Further teleaudiology No significant actions
appointment appointment required
t e -Advice or support given,
-olgnificant concern need to check in > o .
(Change in hearing) Placed on Waltlng list

: -Faulty hearing aid for teleaudiology or face
-Impressions needed (mailed-in/remote to face

support)

Joseph, K. & Farah, K. A teleaudiology pathway for paediatric hearing aid users following the COVID-19 pandemic



Findings

“Adding teleaudiology into the
clinical pathway significantly
increases service capacity,
successfully meets the
needs of pediatric hearing
aid users and has a small
positive impact on
attendance rate”

» Conversations are

more meaningful,
particularly with
teenagers who are
more relaxed and
open

Good to have specific
focus on counselling

* A better way to

interact with
families where
testing isn’t a priority

Joseph, K. & Farah, K. A teleaudiology pathway for paediatric hearing aid users following the COVID-19 pandemic.

Teenagers are
empowered to take
responsibility for their
hearing and HAs

Reduces burden of
appointments for
families of children
with complex needs

Less work or school
missed by not having
to travel

Would like every
other appointment
to be teleaudiology

PHONAK

Success is
proportional to Wi-Fi
stability

Potential inequality
as not all families
have access to a
laptop/tablet/smart
phone

Younger children or
siblings become
bored without
distraction which
limits appointment
duration

Quality of validated
audiology
questionnaires for
school age children is
limited
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. Consumer attitudes favor telehealth

Age 55-64

60% value
convenience
and saving
time

96% are
comfortable
with
technology

PHONAK

lifeis on

Age 65+

« 25% are
already using
a mobile
health app

« 88% value
loyalty to
provider


https://static.americanwell.com/app/uploads/2019/07/American-Well-Telehealth-Index-2019-Consumer-Survey-eBook2.pdf
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Audiologists’ perceptions of teleaudiology

Increased
quality of
care

Teleaudiology
complements
in-person
services

Higher quality
of relationships
with new &
returning
clients

Competence
in using
teleaudiology
tools

Proportion of respondents (%)

There is a clear framework for billing and remuneration (M) 1

-]
w
o
w
v

| have confidence in clients' ability to access and use technology (M) 10

| believe | can provide a similar quality of service as in-person (M)

There are clear guidelines to deliver teleaudiology (O)

| am confident | can manage technical issues (M)

Clients are interested in teleaudiology appointments (O)

B
)
I
o

| have received training to conduct teleaudiology (C)

| have the support from my managers to conduct teleaudiology (O)

| think teleaudiology complements in-person services (M)

| am competent using videoconferencing and smartphone apps (C)

m Strongly disagree  m Disagree Neutral mwAgree mStrongly agree

Fig. 5 Opinions of audiologists who have used teleaudiology on factors relating to their capabilities (C), opportunities (O) and motivations (M)
towards teleaudiology, 2021 survey (n=90)

Chong-White, N., Incerti, P., Poulos, M. et al. Exploring teleaudiology adoption, perceptions and challenges among audiologists
before and during the COVID-19 pandemic. BMC Digit Health 1, 24 (2023). https://doi.org/10.1186/s44247-023-00024-1
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. How does Remote Support work?

Audiologist

Patient

Real-time

Phonak compatible

hearing aids include

wireless Infinio, myPhonrak app
0]

Lumity, Paradise, _
and Marvel devices myPhonak Junior app Phonak Target
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. Expanded options for connection

(K with audio/video

Phonak Target with
integrated video/audio

Close session

(S Phonak Target without

e (A without audio/video ﬁﬂ audio/video for

(myPhonak only) Aned)
Hearing aids ::—';:: prog ramming
() L: Slim L90-R (SN: 2305N0ERT)  Battery le
(@ R Slim L90-R (SN: 2305NOFON)  Battery le = Microsoft Teams, Zoom,
@ Enable "Remote Support" — GOOg|e Meet, etC fOr

) Database audio/video



Compatibility
Infinio *
Audeo, CROS a<*D

3

Lumity \w?” .
Audeo, CROS, Fit, Slim, o U
Naida, Sky, Life = “

myPhonak myPhonak
Paradise Junior

Audeo, CROS, Fit, Life, Naida,
Life, Virto P-312

Marvel
Audeo, Bolero, Virto M-312,
Naida M-SP, Naida Link M

PHONAK

lifeis on

Lumity
Sky, Audeo, CROS, Naida

Paradise
Audeo, CROS, Naida

Marvel
Sky, Audeo, Bolero, Naida,
Naida Link M

Operating system requirements Apple: iOS 15 and Android: OS 8



Equipment needs — audiologist

Fitting computer with
Phonak Target installed

Video camera and a microphone

Stable internet connection without
firewall interruption

PHONAK

lifeis on




System check

1. Open Target and
select: Setup,
Internet, Remote
Support Connection
test.

2. If any issues are
detected, the
category in the
DETAILS section will
be highlighted in red.

Please contact Phonak
Software Support so
we can help resolve any
issues.
1-800-777-7333,

option 2, option 5.

PHONAK

lifeis on

Phonak Target 10.1.2  File eService Help

Setup

-

General
Internet services
Proxy settings

Remote Support

€ N4 | ©

Fitting session Junior mode Reports Fitting device

Please wait

"Remote Support" test results

SUMMARY
"Remote Support” is possible

> DETAILS All tests passed successfully

]
ﬁ Remote Support &

Sound system
¥ Internet

OK

A G B D

Client & session Demonstrator Trial & tools

@.

Updates




- With integrated
audio/video
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myPhonak Junior Steps

Adjust settings

My hearing aids

Personalize your virtual Phonak and
device settings

Your profile

Personalize your profile and
personal info

Remote Support

Frequently asked questions, Remote
Support and tutorials

App Feedback

Legal information

Frequently asked questions

Qur support center has helpful
information that can help answer
commonly asked questions.

Check all the FAQs

Remote Support a

Talk directly to your audiologist in a
video-call

Start session

Quick tips

How to use your
hearing aid the right

Remote Support

Ready to begin?

To use Remote Support be sure that

Your internet connectivity
is working.

Your hearing aid batteries are
charged or new.

Then press "Start" at the time of your
appointment!

Remember:
Audio is through
phone’s speaker

(not streaming)
during remote
session
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myPhonak Steps

Sign up to test future versions of the app.

<

Connect with your

Learn more hearing care professional Adjust your settings

First make an appointment with your
APP FEEDBACK hearing care professional. At the time of
E our appointment press “Start Remote
Tell us about your y

3 J Support” below.
experience with the app

Check that you have internet connectivity.
WiFi is recommended.
REMOTE SUPPORT FEEDBACK

Fill out a survey to help
us improve y Ensure that your hearing aids are charged

or have new batteries and that your phone @

is charged (5]

REMOTE SUPPORT
Waiting for your hearing care professional...
START A SESSION

Video on
Speak to your
hearing care
professional via
video call

~ ~ Start Remote Support 3
(n J N

Home Health Devices Support Profile

Learn more about Remote Support appointments.

1
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Phonak Target 10.1.2  File eService Help - 13

Client & session

. . . o = S
Test, Patient Fitting session g
® ©
Noatyassagmsm 5/16/2025 5/16/2025
® ©
5/16/2025 5/16/2025 Aldeo190-Sphiers Audéo 190-Sphere

Check warranty

Remote Support

Paired to phone X with audio/video 2 without audio/video

Open fitting session Reports...

o]

A ® > D 1O;

Client & session Demonstrator Trial & tools Updates
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£ ¢ Phonak Target 10.1.2  File eService Help

o Lumity is connected Client & session
T WIFL 78% @)
Ay - O,
Test, Patient Fitting session 5/21/2025 8:58 AN ?3?
® ©
Noah audiogram e B
® ©
Audéo 190-Sphere Audéo 190-Sphere
5/16/2025 5/16/2025 [ | i il et
Check warranty

Remote Support

Paired to phone X with audio/video (2R without audio/video

MEDIA DEVICES
g

Microphone (Logit. ~ Open fitting session Reports...

3 Integrated Webcam ~

Q.

A 6o > D O

Client & session Demonstrator Trial & tools Updates

Speakers (Audioen. ¥
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el © B(E @ S B @00 A ®

Client Test, Patient Instruments Audéo L90-R Fitting Calm situation <)

5> Hearing aids. Acoustic parameters Details Accessories

SuoneMNON A

® Audéo LI0-R (M) sn: 2222H04Ex (© Audéo L90-R (M) sn 2222H04EW

iyt ivi

¢ o @ -

MEDIA DEVICES Acoustic code XXXXXX XXAAXX

Q Microphone (Logit. ¥ Earpiece Vented dome v Vented dome .
CH  Integrated Webcam ~ 5. B Szl Saactt

) Speakers (Audioen, ¥ Receiver / AV M @~ Check M @~ Check

Wire length OMR ¥ oML x
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Flexibility to meet patient needs

(AU I N O 0]

- Datalogging P - EEEE e B i
« Gain changes

* Manage programs
* Program Options
 Tinnitus Balance

+ Button options

* AudiogramDirect



. AudiogramDirect for Remote Support

Client Stever. Aes Instruments Audeo 106

PHONAK
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¢ In-situ hearing test within Phonak Target _r%-L:l: = MQ ® ga-a @00t Q@

¢ Audiologists can perform hearing test via o
patient’s hearing aids

e Takes into account; \/\/
e Hearing aid type ~
e Hearing aid insertion depth
e Acoustic coupling and seal in the ear

e Effects of venting
e Receiver power

AudiogramDirect is not intended to replace full face-to-face audiological assessments.
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Client View provides multifunctional uses

Car noise v (> !g] [gj Save & close session - 3 X

Phonak Target

— amet. OB B PR =@ 07 ¢ U o @

Client Paradise, Audeo Instruments Audéo P90 RT Fitting Calm situation <)

7 File Fitting eService Help

<S> Feedback & real ear test AudiogramDirect Global tuning Fine tuning * v ~ () = Datalogging Device options

Program manager >> ® Gain - Real ear ¥ ® Gain - Real ear ¥

ALL PROGRAMS v
¥ AUTOMATIC PROGRAMS
A AutoSense OS 4.0
Calm situation <)}
Speech in noise
Speech in loud noise
Speech in car
Comfort in noise
Comfort in echo
Music
3 AutoSense OS 4.0 (streaming)
Media speech + mic

Media music + mic

¥ STREAMING PROGRAMS S 5 4 8 1 5 5 K

O PartnerMic + mic

- 3 6 10 20 ap Verification assistant
& Phone call + mic
% RogerDirect + mic
MPO 70 84 91 9 | 100 104 107 103 9 83 MPO 70 84 91 9% | 100 104 | 107 103 | 96 83
ADDITIONAL PROGRAMS +
Al 250 500 750 1k 15k 2k 3k 4k 6k 8k 2 Al 250 500 750 1k 15k 2k 3k 4k 6k 8k
G8o 1 2 3 4 10 16 19 17 10 0 - G8o 1 2 3 4 10 16 19 17 10 0
G65 1 2 3 4 n 21 25 23 16 7 v G65 1 2 3 4 12 21 25 23 16 7
2

G50 1 2 3 4 12 23 28 25 20 10 G50 1 2 3 4 13 23 28 25 20 10
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Remote Support considerations

Full functionality and scope of programming adjustments are available during remote
sessions with the exception of:

Firmware UCL testing in
updates® Feedback test Restricted MPO AudiogramDirect

Settings will always be read out of the aids on connection.
In the event of disconnection, aids will revert to their settings before the session started.

*starting with myPhonak 7.1 some updates can be completed through the app
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58 XX | Phonak Target10.1.2  File eService Help
7 ‘Audeo Lumity is connected Client & session
| P2P:Goodqualty T WIR 7o% @)
. Peds Klang Fitting session 5/21/2025 8:58 AN f?
) ® ©

Noah audiogram 5/16/2025 5/16/2025

® ®©
5/16/2025 5/16/2025 ‘ A.udéOVIE?O-SEphere AIdeajec? le)O—Srph‘ere
“ ! H H 1
Check warranty

Remote Support

Paired to phone X with audio/video (2R without audio/video

MEDIA DEVICES

QJ Microphone (Logit ¥

Open fitting session Reports...

31 Integrated Webcam ¥
[e]

A 6o > D O

Client & session Demonstrator Trial & tools Updates

<)) Speakers (Audicen. ¥




Without
integrated
audio/video
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Remote Support

)} 0,
@ > & A @
Fitting session Fitting device Sound system e"“’lml ”9‘:°"
9 9 nternet

General

Junior mode

Internet services Remote Support Connection test
Proxy settings « Allow connections without the integrated audio/video
Contact your client via another provider (e.g. Zoom, Skype, Microsoft Teams, Google
'\ Meet etc)
r Remote Support g\

A B D 10

Clients & sessions Demonstrator

Trial & tools Updates Setup



Remote Support
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Remote Support without audio/video is only supported by myPhonak 7.1 and newer

Target 10.1 + myPhonak 7.0

Remote Support

Paired to phone Not supported by the mobile app
Session 1 2/6/2025 7:37 AM The currently installed version on your client's mobile app
does not support this feature.

The corresponding version will be available in spring 2025.
General information

Start a connection without audio/video if you prefer to

contact your client via another provider (e.g. Zoom, Skype,
Microsoft Teams, Google Meet etc.).

I

myPhonak 7.1
o1 April 2025
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Remote Support

Clients & sessions

Q Phonak, Test
«@©» W TE Client# Last name First name
- s V0000001 Phonak Test Z¥® Remote Support
LEs% % 11 2/6/2025
Session 2 2/6/2025 Paired to phone ¢ Ch with sudio/video  (Zh wili\oul audio/video™
\ring prog O
Automatic Session 2 [Remote Support] Ireicrmation It saved: ok now
R 3
Volume P~
N 2672025 T 262008
( Audéo 190-R l Audéo 190-R
Check warranty
> Notes
1
(<[] 4 New clignt.. Opensession Newsession v Reports..
Mute Sphit LR .
e o G
e dmaih Navirae it Ovrdiia
e

Clients & sessions

Demonstrator Media

Trial & tools Updates




Printed Remote Support Resources

Remote Support tear off
myPhonak: 028-6651-03

myPhonak Junior: 028-6652-03

Remote

PHINAK sonova

Remote Support Appointment Post Card

Part number: 028-2225-03

PHONAK
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Front Back

Before your appointment check the follow

* Hearing aids have been fully charged or new batteries put in today

* Phone or tablet is charged
* Connected to internet (WiFi or 4G)

At the time of your appointment:
Q e | | 23 ([
Proquert auestons —m—_
. — X.
PrnN il — e
Open the Tap on “Support.” Tap on “Start
myPhonak app. a session.”

Flip the card for instructions
on how to connect

e
Tap on “Start Tap on "Join waiting
Remote Support.” room.” When your

provider is ready you
will join the call

PHONAK




. Top things to consider to set up eAudiology in your clinic

Office
infrastructure
requirements

Patient
selection

Staff
readiness

Regulatory
requirements

Appointment

PHONAK
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setup

* Internet + Training * Licensing + Patient « Scheduling
* Hardware * Practicing or + Billing factors * Appointment
* Environment trial runs * Records * Family length

» Security factors



Provider benefits.
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Personal experience overcomes initial hesitance

86-. 80-. 82

Tele sessions with Tele sessions as Tele sessions
stable efficient as satisfied with
connection face-to-face outcome

Remote Hearing Aid Support: The Next Frontier, Journal of the American Academy of Audiology, Angley, Schnittker, Tharpe, Vanderbilt University, Sonova AG, 2017



PHONAK
. The value of adding eSolutions

according to providers

“I can meet the needs of my clients equally
whether it is through a remote support
session or in a face-to-face encounter.”

“I find my clients to be more satisfied when
utilizing Remote Support as it offers
convenience for them.”

“Offering eSolutions allows us to fit a wider
range of clients who live further away from the
office, have commuting difficulties or mobility
issues.”
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. Offering eSolutions makes your business stronger

Maintain client trust and satlsfactlon Expand patlent reach

Improve access to and quality of care Increase effICIenCIeS and workflow

Differentiate your practice Elevate value
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eSolutions make the most of clinic time
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What is your key
takeaway?

For additional information, please reach out to your
Phonak representative.



Together,
we change lives «
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