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Remote Support with
Phonak Solutions
Jenna Valania, AuD 

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 

!+ How to view captions:
!+ Click Live Transcript CC button 
!+ Click Show Subtitle 

!+ 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 
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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. 



   eSolutions in evolving healthcare 

eHealth eAudiology Phonak 
eSolutions 



      

                       

 
 

 
 

 
 

  

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 

• Improved access to care 

• Increased follow-up rates 

• Reduced travel times and costs 

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://www.who.int/teams/noncommunicable-diseases/sensory-functions-disability-and- Adult Hearing Aid Users: A Pilot Study. Am J Audiol. 2022 Sep 21;31(3S):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



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., Muñoz, 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.
Muñoz, 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., Muñoz, 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.



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
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Extremely Very Quite A Little Not at All

How convenient did you find the Remote Support appointment?

Visit 1 Visit 2 Visit 3

94%
of parents rate Remote Support 
sessions as extremely or very 

convenient

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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Extremely Very Quite A Little Not at All

How confident are you that your child's hearing aid needs could be met through 
remote support?

Visit 1 Visit 2 Visit 3

94%
of parents are very or extremely 

confident that their child’s hearing 
aid needs can be met through a 

Remote Support session.

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


Teleaudiology 
Appointment

Immediate face to face 
appointment

-Significant concern 
(change in hearing)

-Impressions needed

Further teleaudiology 
appointment

-Advice or support given, 
need to check in

-Faulty hearing aid 
(mailed-in/remote 
support)

No significant actions 
required

-Placed on waiting list 
for teleaudiology or face 
to face

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

The Children and Young People’s Audiology Centre (CYPAC) Protocol
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Audiologists’ perceptions of teleaudiology

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

Teleaudiology 
complements 

in-person 
services

Increased 
quality of 

care

Higher quality 
of relationships 

with new & 
returning 
clients

Competence 
in using 

teleaudiology 
tools
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How-to
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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.



With integrated 
audio/video
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Test, Patient

Target 10.1.2
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Test, Patient

Target Software
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AudiogramDirect for Remote Support

 In-situ hearing test within Phonak Target 
 Audiologists can perform hearing test via 

patient’s hearing aids
 Takes into account:
 Hearing aid type
 Hearing aid insertion depth
 Acoustic coupling and seal in the ear
 Effects of venting 
 Receiver power

AudiogramDirect is not intended to replace full face-to-face audiological assessments.



Client View provides multifunctional uses



Remote Support considerations

Firmware 
updates* Feedback test Restricted MPO

UCL testing in 
AudiogramDirect

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

• 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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Without 
integrated 
audio/video
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Remote Support 

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

Target 10.1 + myPhonak 7.0

myPhonak 7.1 
April 2025



Remote Support 

48

Patient phone

HCP software



Printed Remote Support Resources
Remote Support tear off
myPhonak: 028-6651-03

myPhonak Junior: 028-6652-03 

Front Back

Remote Support Appointment Post Card
Part number: 028-2225-03 
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Provider benefits 



86%

Tele sessions with 
stable

connection

80%

Tele sessions as 
efficient as
face-to-face

82%

Tele sessions 
satisfied with 

outcome

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

Personal experience overcomes initial hesitance



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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eSolutions make the most of clinic time



What is your key 
takeaway?

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



Together,
we change lives 
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