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-- [Nikolas] All right. Good morning, good afternoon, wherever you are. Welcome to the 

first of the Phonak AudiologyOnline courses for 2020. You are going to spend about an 

hour with me talking about the digital transformation, how eSolutions can be 

incorporated into your business, what we have, and how that is changing the picture of 

eAudiology. The digital transformation has an impact on every part of our industry, the 

manufacturer, so from our perspective, can produce hearing aids that are vastly 

superior to those that came before that, before the digitalization, both on the 

manufacturing side, so the machinery that we have allowing us to build the hearing 

aids, as well as the software side controlling the sound that reaches the patient's ear. 

The healthcare industry has also had a significant digital transformation when you look 

at electronic records and taking a lot more telehealth services into account. The 

importance is to now put those things together to provide you with a set of solutions to 

improve the service that you can provide your patients and how that can also benefit 

your business. The things that I'm looking forward to share with you will be that you 

can summarize how eAudiology is changing the hearing healthcare model, that you will 

be able to describe the eSolutions are available with the Phonak Marvel hearing aid 

line, and that you'll be able to identify the ways in which you can use Phonak 

eSolutions to differentiate your practice, your clinical service, and how that will 

empower your patients. 

 

 My name is Nikolas Klakow. I am a clinical training manager for Phonak, so there is a 

need to let you know that I work for the company that I'm going to be talking about. 

And the agenda is gonna be why you should consider implementing eSolutions, what 

the current eSolutions are that Phonak is offering and how you and your patients will 

use those eSolutions. A trend has emerged in the last decade or so that people are 

becoming more health conscious and want to be more involved in their healthcare 

decisions. As a result of that, the services focusing on this healthy aging have become 

one of the fastest growing segments in healthcare. As a result of that, the services 
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focusing on healthy aging have become very important. We're also noticing that there 

is no typical older person anymore, as many individuals are optimizing opportunities for 

good health and throwing out stereotypes that we may have had about the older 

patient that came into our office. Healthcare has become dependent on technology, 

not only to improve the quality of care provided, but also the way that it's delivered by 

healthcare professionals, by you. Digital health tools, including telehealth services, can 

be seamlessly integrated into your hearing care professionals toolbox and your 

practice. And in the hearing healthcare, digital technologies are reshaping how you 

connect with your clients, allowing you to provide services based on what you and 

your patients want. People of all ages are embracing this digital technology, especially 

smartphones, by using features like video calls or apps on a daily basis. And it's 

estimated that there are about 2.7 billion smartphone users worldwide, which is 

approximately a third of the world's population. Interestingly, there's a strong growth of 

smartphones, ownership, and use among that 55 and over age group when we look at 

a comparison between 2018 and 2015. So this shows that smartphone use is not just 

for the younger adults. Although the older population is embracing that technology, not 

everybody is interested, comfortable, or ready to use digital solutions offered by their 

healthcare services. And that could be due to a number of factors.  

 

That could be their comfort level with technology. That could be their physical ability to 

use that technology. It could be their location. Many rural areas may not have the 

infrastructure to be able to offer this kind of a solution. The moderns, what we would 

say the group that is the first adopters or second adopters of new technology, are 

comfortable using digital solution to stream or self adjust, optimize their digital 

solutions offered by their healthcare provider. So this is something that is quite 

important for you to discuss with your patients as part of the hearing aid consultation 

process. How comfortable are you with using technology? To that end, one of the 

handouts that has been made available to you is exactly that, and I'll have a slide later 

on in the presentation showing you what it looks like, but it is a quick questionnaire to 
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just go over comfort levels, ability to use the digital technology that would allow you to 

say, this patient may be someone that I could offer this feature to. So the term eHealth 

has been coined to represent the use of information and communication technologies 

for healthcare. It's fairly broad. eHealth has, in the last few decades, grown 

exponentially due to the digital evolution of the whole healthcare industry. The 

evidence shows that people who are involved in the decision about their healthcare 

tend to report greater satisfaction with the services that they receive. They are more 

likely to say that the decisions that were made were most appropriate for them, and, 

on a very nice note, tend to make fewer complaints about the services and the 

technology that they've received. eHealth was a fairly broad concept, umbrella term. 

eAudiology is a subset of eHealth, which encompasses the technologies and services 

that enable audiological care at each stage along the patient journey. eAudiology offers 

exciting and creative options that can enhance the value of your hearing services by 

offering a possible alternative service delivery model.  

 

This may be something that differentiates your clinic from another clinic if you can offer 

not just the in-office visits, but also say, we can do things remotely if that works better 

for your schedule. So for the hearing care professional, the benefits of eAudiology is 

increased patient growth through the expansion of client reach. So the improved 

quality of care offered to clients by helping the clinician focus on the client's needs in 

the real world. That's a very important one because that's typically where your patients 

are complaining, right? They are saying, "I'm having a hard time "in this certain 

restaurant." And you said, "Well, it'd be nice if we could have "that sound in the office 

so I could replicate that "to make adjustments." So this allows you to have an 

extension of your office in the real world. It provides a competitive edge by offering an 

innovative service, attracts new clients, and it increases existent client loyalty as they 

realize that you, the clinician, is proactive in finding the right solution for their individual 

needs. Phonak has embraced eAudiology and is committed to providing more 

patient-centered products and services that foster and support the relationship 
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between you and your patient. We've created eSolutions, which are a suite of smart 

apps and solutions designed to connect you with your clients and providing them with 

greater user autonomy. To support you, Phonak has launched an eAudiology initiative 

as well as dedicated website where hearing care professionals can access information 

related to telehealth and eHealth, and that further supports you in implementing 

eAudiology in your daily practice. Later on, I'll show you where you can go to access 

that. So I mentioned before, this idea of modern clients. Those are really the ones, the 

early adopters, they're the ones that are coming in. They got the smartphone, it doesn't 

matter if they're the 55 year old or if they are a 75 year old. We've seen those people, 

too, that are pulling out their extra large iPhone and showing you which apps they're 

using to calculate the number of steps that they're doing every day. So the modern 

clients use smartphones and apps regularly in their daily life. They're usually full time 

employment, perhaps needing to travel frequently. Sometimes maybe because of 

personal and work restrictions, they may have a limited time or availability to come into 

your office to have healthcare appointments. These clients usually are active 

participants in their own healthcare.  

 

Modern clients are also comfortable with their hearing aids being fitted and customized 

by their hearing care professional. More importantly, being involved by self-adjusting or 

optimizing their hearing aids using apps on their smartphone. For example, making 

adjustments to the hearing aid settings that go beyond just turning the volume up and 

down or changing a program. These patients may also not find it possible to visit the 

hearing care professional every time they need some hearing aid adjustment or advice 

on their hearing aids. And other clients might wanna provide feedback to you about 

how they're hearing with their hearing aids in specific listening situations. So let us look 

at each one of those needs and see what solution we have for those needs. The 

eSolutions are digital solutions created by Phonak that can support you and your 

clients during the healthcare journey from initially the hearing assessment to the 

adjustment of the hearing aids. So the first part may be a screening that is found 

5 
 



 
 

online, and do you have the inserted in your website? So that is actually getting the 

patient interested in you and your service and then coming in the door. As hearing care 

professionals, we need to provide the best care and the right solutions for each 

individual's needs. And this idea of one size fits all, we may have to reassess that so 

that we can be proactive in what's right for each individual patient. By analyzing their 

hearing healthcare journey, we've identified the best places where eSolutions could 

support and enhance the value of hearing services by using technology solutions 

centered around personalization. A lot of clinicians may be hesitant to offer eSolutions 

because they may not have a clear understanding how that can work, how that 

technology can help them. They're also feeling as though they're losing personal 

connection with the patient. To that, I would say that usually, patients have asked 

about, that have been asked about this have stated the opposite and they feel like that, 

you've provided them a method of contact that's right for them. So even though you 

may not be seeing them in person as often, they actually find that the quality of care is 

exactly what they were looking for. Another concern that some clinicians have is about 

their schedule and how this will fit in to what you have created over the years and years 

and years of face to face audiology care as a way of doing business.  

 

And to that, I would say it just requires a plan of how you are going to integrate this 

into your normal clinic practices. So this seamless integration of putting e-services into 

your plan, there are two components to that. There's the component for the hearing 

care professional. Obviously, there you have your website, hopefully with some type of 

assessment tool, whether or not it's a questionnaire or whether or not it's some kind of 

hearing screener that will drive business into your clinic. You would use the Phonak 

Target software to do the fitting at that point in time. Obviously, your patient is using 

the Phonak Marvel hearing aids. And then during the trial, there's an e-service, the 

hearing diary that we'll talk about, and remote support that is done by the hearing care 

professional. And the client, the patient, is going to be using one of several different 

apps that are found on the myPhonak app. So let's get started and take a look at what 
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this app is and what it can do. It's the gatekeeper for a lot of different e-services. 

Speaking of your patient and who would be using this, we looked at over 2,500 

subjects across four countries in a questionnaire, this was done in the US, in Germany, 

France, and Canada, and asked them what was important about, when it comes to 

hearing aids. It's no coincidence that they said, "Okay, well the two biggest needs, 

"one is that it has to have a good hearing performance." So that is still something that 

has to be first and foremost on our minds when we create this. And we can provide 

that thanks to our new AutoSense automatic program and integrated RogerDirect. So 

the performance is there with the Marvel product line. And they also ask for streaming 

to their phone and other devices, so that's the other thing that they wanted, and we 

can't ignore that part. Now the other thing is that it showed that about a third of the 

participants said that they would like to have the ability to create their own customized 

setting without having to go see you. Don't take it personally, but this is something that 

we're seeing in the world right now is that they want to have more control over this 

type of fine tuning adjustments. So for that one third, we have tools that will work and 

maybe we'll find that even more people will start enjoying that technology. We used to 

have a Remote Control app. We used to have a remote app for earlier technologies. 

For Marvel, at this point and time with the Marvel 2.0, we are using the myPhonak app, 

and within that app, you have four discreet programs. One is the Remote Control.  

 

One is a My Hearing Aids app that provides information about the hearing aids. There's 

the Hearing Diary that allows your patients to rate their experience. And then the 

Remote Support, which allows a direct communication with you, the provider. So the 

older remote app that we've had, that was taken away, and with the Marvel 2.0, this is 

something where the Remote Control app is now the part that is tucked into the 

myPhonak app. Everything is found under one app. Let's look at these parts in their 

little individual components. The first one is the myPhonak app Remote Control 

feature. And this screen may look similar to what previous Remote Controls have 

looked like. There's a slider that will adjust the volume. If you have rechargeable 
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hearing aids, you will see a battery level. You can mute the instrument, and if you are 

using a streaming program from your TV connector or from Roger or from any other 

source, streaming music from your phone, for instance, we had a feature called 

Environmental Balance, which allowed the user to emphasize how much they heard 

from just the streaming signal and reduce the hearing aid microphones or go the 

opposite direction and pick up more what's going on on the hearing aid mics around 

them and reduce the streaming signal. They could do that with a slider called 

Environmental Balance. One thing I want to focus on is at the bottom right side where 

the arrow is pointing, there's an icon that looks like these three horizontal sliders. If you 

click on those, it will actually open up a new screen on your app, and that allows for 

fine tuning adjustments. This is new with the Phonak Marvel 2.0. This allows you to 

have a number of different adjustments. That is, if you go from the top to bottom, 

there's a comfort clarity. In here, it says controlled speech or comfort and speech, but 

on the app right now, it'll say comfort and clarity. There is bass and treble weighting 

with a three-slider equalizer. You can change volume.  

 

You can change the strength of noise cancellation as well as directionality and have 

another adjustments that I'll get into in a little bit. So all of a sudden, there is a greater 

adjustment possibility, fine tuning adjustment possibility for your patients. You also still 

have the program adjustments in this app. And here, you'll see that the first program, 

or the first parts of the program list, is going to be AutoSense, and that is our 

automatic program. That is there by default. When you do a first fit, it is the automatic 

program that will be used. Depending on if you are connecting Roger, TV, TV 

connector, those are all programs that are available in Marvel in the background. They 

won't be seen unless that technology is turned on and actively streaming a signal, and 

then it will anatomically show up as a program as well. So initially, you've got your 

programs that were based in your Target software. You've given them to your patients. 

Those are the ones that show up at the top of that list. Below that are three programs 

that are there by default on the app. And that is a restaurant program, a watching TV 
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program, and a music program. Now, those are three programs that are based on 

speech and noise program for restaurant. Watching TV is a speech and calm program 

and music is a music version. So for those of you that used to like giving additional 

manual programs, saying, "Well, I would like my patient to have the ability "to get out 

of the AutoSense automatic program "and use a manual program," here is where 

we've already given you three manual programs in the app so you do not need to give 

them those programs on the hearing aid. Below those three programs comes a list of 

programs that the patient can create on the app. So unless they do that, there's not 

going to be anything below that music program. But if your patients are creating 

programs specifically for environments where they feel they want to customize 

something, those would show up at the bottom and they could select them at any 

point they want. To do that, you have to look at the opposite image on your screen. So 

in your Remote Control fine tuning app, which you got to by choosing those three 

horizontal sliders on the bottom right of the first screen, your patient can say, "I want to 

adjust the bass, "the mids, and the trebles, "change the noise reduction or the 

directionality, "change the dynamics."  

 

So with the dynamics, what you can do is say, "I want to decrease loud sounds, "but 

leaving soft and moderate sound the same." Or the opposite, I wanna increase soft 

sounds, but leaving moderates and louds the same. Once they've created a setting 

that they feel is right or appropriate for the current environment, all they have to do is 

hit that green save button on the bottom. It'll ask them to provide a name for that new 

program. And then they've saved a program that, in this case, on the left side of the 

screen, would be called Sports or My Living Room, whichever one they wanted to 

choose or whatever you wanna say, my Starbucks program. And that program is now 

available for your patient to use whenever they want to. There is no limit to the number 

of programs that they can make in their app. Technically, maybe it's the limit of the 

phone memory, but I don't think they're ever gonna reach that. But that's something 

where your patients can play around. And probably, initially, they will and then they'll 
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find that they use one or two programs the most. But this is a good thing for them to 

show you because you may then say, "Well, let's adjust a program, "make a 

permanent program that is like "the one that you like if you like it that much." Looking 

at exactly that, the idea of using that app and using individual programs, we wanted to 

also see, well, how good is our automatic program compared to patients that build 

their own programs. I'll look at two different studies that were recently done by 

Phonak, one for adults and one for teenagers. But before we get there, I wanted to just 

show you how the acoustics, how that app works within the programming, how this 

whole thing is built. So the first thing is, you create a program for the patient. And that 

is going to be looking at acoustic parameters. It's gonna look at what kind of a receiver 

are you putting on that hearing aid, what kind of dome or venting do you have in an 

earpiece. And this is done at the point of service. So that's in your office. The next 

thing that happens to make a sound for the hearing aid is going to be using Target and 

saying, "Well, what kind of experience level is there?"  

 

The precalculation for their loss, running a feedback test, doing any kind of fine tuning 

or changing program options, that noise reduction, directionality, whatever you put in 

there. Those are now going to create a sound for the patient. They will then take that 

hearing aid out of your office, and they're going to be using it in their daily life. And 

normally, you would just have the AutoSense OS program, automatic program, classify 

what the environment is doing and then choose a program that is appropriate for that 

situation or maybe you've given them manual programs, and they will then choose that 

manual program. The next thing is, in the myPhonak app, the advanced settings where 

they can then make changes to the volume, the bass, the mids, and the treble or 

change the directionality and the noise canceler. Those are now settings that they 

make on top of what was built before. So the fundamentals of that program is still what 

you created in your office. If they make changes to a program, they really like it, they 

come in and see you. You hook up their hearing aids in the Target software. If you 

make any changes to their gain, let's say you turn up the gain by three dB, you've now 
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made a change to step number two, that fine tuning adjustment. And anything coming 

after that would now be different. So what that means, and this is quite important for 

you to know, is that when you make a change in the Target software at a followup 

fitting, you've changed the basis for any other programs that they may have created, 

and they will no longer be the same. So when you save and quit, the individual 

programs that they've created on the app will no longer be there because you've 

changed the foundation that those were based on. Hopefully, you've made a change 

that would then mean they don't need that program anymore, but they may still say, 

"Well, I still would like a program "for a certain situation." And that program now would 

not be the same anymore because, again, the foundation has been changed. Two 

things, one, they just recreate it, going back into that situation and saying, "Well now, I 

used to turn it up by three dB. "Now that you've made that change, "I only have to 

change noise reduction."  

 

And they recreate that new program and relabel it, or before you even go in and make 

a change and read out their hearing aid, they can just take a screenshot of those 

adjustments on their phone and then they know exactly what to do again. Just be 

aware that when you save and quit a session and you've made changes, once you 

save and quit, all of those created programs will no longer be available to your patient. 

So let's get into the studies that I talked about. The first one was for adults. And we 

wanted to, the purpose behind this was to evaluate how their satisfaction was with and 

without the use of the myPhonak app. A bunch of subjective measurements were 

included there, and we had an age range, you can see is 33 to 80 years old, new 

hearing aid users, about half male, half female. When we looked at subjective 

measures, we found very similar results over the various different tests that we did. The 

Listening Self-Efficacy Questionnaire, the APHAB, and the ECHO SADL. The black bar, 

that is unaided, and the green and the blue is no app and app. So green is no app, 

blue is using the app. And what we found was the only time that there was a significant 

difference was when you compared either the app or the no app to the unaided. 
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Between the app and the no app, there was no significant difference subjectively in 

terms of performance. And while that may seem like that's an ambiguous answer, it is 

what we wanted. We wanted to make sure that the automatic program, you don't need 

to use an app to do it. And if you do use an app, that you create something that they 

say, "I've used an app, but I find that "it actually is very similar to "what the automatic 

program is doing anyway." That validates our automatic program picking the right 

settings. Here is the part that is important to see, and that is how much effort did you 

put in to understanding speech in noisy environments. And this is where we see a 

difference between the app, in blue, and the without the apps, so just AutoSense 

automatically working. We were told by the respondents that they put less listening 

effort into understanding speech in noisy environments when they had the ability to 

fine tuning their settings. So for some of those participants, they felt having some 

control created less listening effort because they were able to fine tune it a little bit. So 

this is where we saw a slight shift of preferences.  

 

The summary of this. Participants were satisfied with hearing aids from their first 

fittings. Most of them used the app and could improve on certain environments. Most 

participant felt the app was easy to use and convenient. Most of them would prefer 

remote appointments, and this is now something that we'll get into next, or a 

combination of face to face and remote appointments. And the participants who did 

not often use the Remote Control still preferred the idea of remote appointments. So 

even though they may not be using the app a lot, they still like the ability to be able to 

adjust it. Now, some of them did not feel comfortable using the app in public and also 

did not find that their changes were better than the automatic program or they didn't 

feel it necessary to adjust. We also had three participants that they felt they needed 

better understanding of what the features would adjust and when and where they 

should use it. And this goes directly to, how much counseling are you providing to your 

patients on how to use this technology? And that becomes a very important point 

when you're looking at e-services is the teaching of what the tool is and how to use it 
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really needs to be given a fair amount of time and attention. When we looked at how 

teens responded to the Remote Control, we got slightly different answers. Again, we 

had about 18 participants, a mild to moderate hearing loss on average. Youngest was 

10, oldest was 17, and these were experienced hearing aid users. The protocol for this 

was, in the first lab appointment, they had an initial fitting based on their audiogram, 

and it was fit to DSL pediatric targets and matched the real-ear measurements. This 

becomes important later on when you see the results that it was fit to DSL pediatric 

targets. They had an installation of the app on their phone with the Remote Control. 

They practiced with the app in the office. They were listening to the speech in noise 

scenes and the music scenes that later on they would be tested on and they showed 

that the participants were able to manipulate the app, listen to the changes so they 

understood it. That was the educational part. They used the hearing aid for one week 

at home where they used the Hearing Diary portion of this, and they filled out any time 

they created a new custom program, what it was for, where it was going to be used. 

They were able to create an unlimited number of programs and they described the 

environments where the changes were made and why they made those changes. So a 

lot of information about that. The next part was the lab appointment afterwards, after 

using the hearing aids. Data logging was read out.  

 

They went over the diaries, interviewed about the experiences, and they looked at the 

custom programs that were made on that Remote Control app. Then came the lab 

testing, and real-ear measures were compared, customized programs to the 

AutoSense programs then objective measurements, speech in noise testing were done 

between their customized programs and AutoSense program. This was done using the 

IEEE or the Harvard IEEE sentences. And then participants adjusted settings in the 

following controlled lab environments, speech in car, speech in noise, speech in quiet 

to see what they liked. And then they had a blinded comparison between the 

customized programs they created and the default program. There was also a 

comparison that was done because these were experienced users. There was a 
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comparison that was done to their original own hearing aids. We did not reprogram 

those, but it was just a comparison to what they had when they came in. So the first 

part was this speech understanding in various noisy situations. And on the top, it says 

individual data SIN, so that is speech in noise, and speech in loud noise for the panel 

on the right hand side of the screen. The green bar where it says Series1, these were 

done using that IEEE sentence test. So these were phonetically balanced sentence 

tests where there's a number of words in each sentence that have to be heard. And 

what we found was that the green bar, Series1, is with AutoSense OS, and the dark 

panels are going to be with their own program that they created and the percentage 

that they got with understanding. We find that speech in noise, 14 out of 18 did better 

with the automatic program when it came to understanding speech in noise. So four of 

them created a program that then also resulted in better understanding in noise. So the 

majority still did better with the automatic program. When it came to speech in loud 

noise, that changed a little bit where 11 of the participants did better with AutoSense 

OS. So the automatic program did better than the own program that they created. And 

this is important to look at. So still performance went towards AutoSense OS. 

However, when you did a subjective comparison between the self-created programs 

versus AutoSense, and here, the preferred custom program is green and the preferred 

AutoSense program is dark. So we switched the colors on you to keep you from 

dozing off.  

 

We found that pretty much in every situation, speech in quiet, speech in noise, music, 

speech in car or speech in loud noise, the subjective preference was towards their own 

program, and I'll get into that in a little bit. When we looked at the Listening 

Self-Efficacy Questionnaire, we found there's three sub tests to that. It's dialogue in 

quiet, which, here, is one to one listening, focused attention on a single source, that's 

directed listening, and then complex listening. And the total score, we found that 

comparing to their old hearing aids, their own hearing aids, the Sky and the app, so 

Marvel Sky and the app did better as well as wear time was a significant improvement 
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with the Marvel hearing aids. So the outcomes here is that the teens and pre-teens 

used the app and really liked it. That was the feedback we got. They seemed averse to 

any background noise and wanted to eliminate it as much as possible. And this is 

important because that shows us that loudness was an issue and the changes that 

they made, the lab program seemed to reflect the custom programs, but the custom 

programs had more reduction in gain when they made them at home. So it's not the 

sound quality that was as much of an issue. It was the loudness. And one thing that 

would need to be looked at in subsequent studies would be, we were using DSL 

pediatric, and we know that that is a louder fitting formula. Would that be different if we 

had used DSL adult or an NAL-NL2 fitting formula? Could be, but that's something to 

look at. But data logging showed that positive changes in the app, important part was 

the modifier training, age, and number of custom programs were good indicators of 

who was going to be a good candidate for the Remote Control app. And again, that 

comes down to how good are people at making adjustments using apps as to whether 

or not they're going to be successful.  

 

So let's do a quick summary of what I've talked about already. What is eAudiology? 

eAudiology is a subset of eHealth, which encompasses technologies and service that 

enable audiological care at each stage of the patient journey. 1/3 of the people that we 

surveyed would prefer to have control over the hearing aid. Evidence shows us that 

people who are involved in decisions about their healthcare tend to report greater 

satisfaction, are more likely to say that the decisions that were made were appropriate 

for them, and make fewer complaints. And the Remote Control app has those five user, 

fine-tuning controls that was changing frequencies with the sliders, overall loudness, 

noise reduction, directionality with speech focus, and then they can dynamically adjust 

the soft and the loud sounds. Now let's look at the Remote Support feature. The 

Remote Support feature is the feature that allows your patient to connect to you 

electronically, have a face to face appointment, if you wanna call it that, and adjust the 

hearing aid if you wanted to do that because again, not every patient is going to want 
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to or potentially can easily make it into your office every single time. The way this 

works is that you need a set of Marvel hearing aids. They are connected to the 

myPhonak app on their smartphone, and then there will be a real time connection to 

your Target fitting software that allows you to make adjustments in addition to having 

this integrated video and audio chat feature. This is called a synchronous connection. 

This is important. This is where synchronous connections are required by some states 

for telehealth reimbursement. So not every state mentions that, but some states do say 

if you want to have a telehealth-reimbursed appointment, a video and audio 

connection and synchronous connection are required, which is the reason why we 

went with this connection at this point and time. To do this, you have to do a number 

of things first. So you have to see the patient in your office. We still believe that a face 

to face appointment is important. So you will program your patient's hearing aids in the 

Target software, the Marvel hearing aids. You will have to run a feedback test because 

that can only be done in person.  

 

That is one of the things that cannot be done on the remote session. Once you've 

saved and closed that, if you were to open up Target software, you look at the first 

screen before you say open fitting session, you see that it says eSolutions right in the 

middle left hand side of your screen, and it says PhonakPro login. To use eSolutions, 

you have to have a PhonakPro account. You can set that up through calling the inside 

salesperson. You can try to do it on your own if that's already been done in our system 

for you or talk to your Phonak representative. Once you click on that PhonakPro login 

and log in to your account, at that point and time, you can then say, "I want to invite 

this patient "to become a Remote Support user." You click on that Invite button. It will 

send an invitation out to an email address that's been put into Noah or Target. If there 

isn't one in there for your patient, then it allows you to put in that patient's email 

address on a pop up. You send an invitation out. Your patient has to accept it. You can 

open up this Manage eSolutions box at any point and time. There's a little cog icon 

there next to the invitation button and that shows you if the invitation was created, 
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accepted, if they created the account, and if the hearing aids are paired, and then if the 

client is ready to have a Remote Support session. At that point and time, when you 

open up Target at any point you can say Start Remote Support. The patient will never 

be able to start a Remote Support session with you. You will always be the initiator. 

When you click on that, what will happen is, Target will open. A video call is going to 

be created to the patient's smartphone through their myPhonak app. They will use it as 

if they are talking on a speakerphone because the connection from the computer to the 

phone to the hearing aid for programming, the phone acts like your Noah wireless link. 

That's what the phone now becomes. So it becomes a speakerphone. They hold it out, 

look at you just like a Skype call, and then you can log in, open up the software, 

connect with the hearing aids, make all the fine-tuning adjustments that you want to 

do, increase gain, decrease gain, change directionality. It makes the experience more 

convenient and it allows adjustments to made in the environments where the patient is 

actually saying "I'm having problems hearing."  

 

Happens a lot where they say it's loud in one place. I mentioned that before. Can you 

make a change there? And you're like, "Well, I'll try to make a change here "and you 

can tell me if that made a change "in that situation." The video camera and 

microphone, that is one thing that you need to make sure your system works. There's a 

check there in the software that will tell you whether or not you have the proper 

equipment. And you also want to make sure you have a stable internet connection. For 

your patient's connection, above the picture of the patient, you'll see some information, 

too, that will show what kind of connectivity they have on their smartphone wherever 

they are. Is it a Wi-Fi connection? Is a 4G connection? Is it a good connection, a strong 

connection or not? And what's the battery level of the patient's smartphone that 

they're using at that point and time? If you see 15% on their phone and you wanna 

have a 20-minute conversation and it's acting as a streamer to program your hearing 

aids, their hearing aid battery may run out. Sorry, their phone battery may run out 

before you're done with that. So counsel your patient to make sure they need a strong 
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Wi-Fi connection as well as a fully-charged phone. But you still have visibility of what 

their phone has going on at that point and time. So that is then the ability for you to 

make changes, save them to their hearing aid, and hopefully, that takes care of the 

needs that they have. The Hearing Diary app, this is the ability for your patient to report 

back to you as to how the hearing aids are working. And that can be done before you 

do a remote session when they first walk out. That can be done when you've just made 

a change and they can give you feedback as to, did this make a positive change or did 

it not make any change at all? It is one of the apps with, one of the sub-apps within the 

myPhonak app, and it's very easy to use. You just are going to choose one of those 

smiley faces to say, well, how does it work for me right now? Rate it, sound quality, 

what the situation is, and if they wanted to give feedback, a little sentence that you can 

then see. They can send that off and let you know. Again, you need the Phonak Marvel 

hearing aids, the myPhonak app, that is sent then to your PhonakPro dashboard. So 

again, you need to have a PhonakPro account for this as well, and then you will see 

what the hearing information, or what the hearing aid information about their 

experience with the hearing aid is like because it's sent to this client dashboard for 

each patient.  

 

On that client dashboard, you can see the end user satisfaction. You can see wearing 

time, issues, and data log information. They gave you a frowny face about something, 

it will tell you they were in the AutoSense program and it was in the speech in noise 

program or maybe it was in the calm program and they said, "I was in a restaurant and 

it was noisy. "I was not happy." And data logging shows the hearing aid was not in the 

appropriate program. Maybe they put it into the music program and forgot that that's 

where they were at. I would say that this is going to be used mainly in the trial period 

when people are getting used to hearing aids. You can turn off, you can temporarily 

stop some of the services offered with this where they don't do the messaging and 

feedback, but you can still see the data logging and wearing time. So that's up to you 

and your patient to discuss. At what point and time do you not want to have this 
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anymore? The other part with this is, if they do give you a frowny face, it will send an 

email to the email address that you put into your PhonakPro account to let you know, 

hey, there's something really wrong. You may wanna check on this. So have an 

appropriate email address that you can receive those emails. Lastly, the My Hearing 

Aids app. That's the fourth of the components to this app, and this is where you have 

the ability to look at user manuals. What kind of hearing aids do I have? What does it 

say the components are? So from a patient, this will give them information on their 

device. It will also give them information on the programs that they have. So this will 

show them all the programs that Phonak Target gave them, that the app gave them. 

Again, that's going to be those restaurant, music, and TV programs, those pre-set 

additional programs. It will show any kind of additional programs, custom programs 

that they made, and those, they could delete if they wanted to get rid of some of those 

thousand programs that they created when they first got the hearing aids, that they can 

clean up their program list a little bit. It'll show the statistics, wear time, how many 

hours did they wear it?  

 

The other part that it will show if you have connected the hearing aids to a smartphone 

and they are using it for speaking on the phone, there's a choice between different 

bandwidths that they can have for sound quality on a phone. They can make that 

change. If they have a rechargeable hearing aid, they also have the option of changing 

how it should turn on. The default currently is, they take it out of the charger. The 

hearing aid turns on after six seconds and then put it on their ear. Maybe they don't 

like that. Maybe they want to manually turn on the hearing aid and not have it go on 

automatically. They could make that change in the app to how they turn on or switch it 

from one to the other. So again, those are things that they can adjust on their hearing 

aid. So quick recap of the whole situation here. We have Alex, and she is going to be a 

user of technology. She is someone that has a busy life. Say she's 55 years old. She's 

an active person, conscious about her health, and she wants to monitor, she monitors 

her fitness, still works, travels a lot. She was fitted with a pair of Phonak Marvel hearing 
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aids and enjoys the technology. Everything works for her. And so based on that criteria 

of her being a person that likes technology, is with it, has a smartphone, and has the 

ability to connect, there's Wi-Fi. At this point and time, you can then say, "Yes, let's 

start looking at this technology." And allowing her to use the Remote Control app to 

adjust when she's in Starbucks to make a program for her. And if she says, "Well, I'm 

always here "and it's always the same thing I need to do," well, then she could have 

that Remote Control session with the audiologist, who then makes changes to that 

base program so she doesn't have to make individual programs anymore. After that, 

Alex could provide feedback to the audiologist, saying, "Hey, this was a lot better." 

And then also be able to just support what she's been learning about her hearing aids 

with the app that shows her what the hearing aid programs are.  

 

She can erase some of those programs that she created that are no longer needed 

because they were now fine tuned by the audiologist. So when we look at the first part 

of the eSolutions, what the hearing care professional gets with the eSolutions, the 

hearing screener, that's something for your website where you can have lead 

generation with eSolutions. Obviously, you're going to do the assessment in Phonak 

Target at home. Coaching part, this is now for the patient and the professional. The 

Hearing Diary is going to allow the patient to report to the audiologist what is right for 

them and what's not right for them. They can make their own adjustments with the 

Remote Control app in the advanced settings. They can get assistance with the 

audiologist and the patient working together. And then the aftercare, they can certainly 

adjust and make small changes to how their hearing aids work with the new settings. 

So this is the suite of the Phonak eSolutions that we have for you and your patients at 

this point and time. So in the last couple of minutes, I'd like to give you some tips and 

resources, make you aware of that. The first thing is Remote Support tips. This is what 

we've seen since this has been out for about a year now. Make sure that everybody 

involved in the office is trained in their roles. First of all, the patient, do they know what 

to do? Are they comfortable opening up their app on their phone? Are they 
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comfortable going into the Play Store or the App Store for Apple and downloading a 

Phonak app or any kind of app? That's a pretty good indicator that if they don't 

remember their Apple ID when they download an app that this may not be the right 

patient to try to say, "Hey, we can do all of this remotely." For you, the hearing care 

professional, do you have all the equipment for doing Remote Support services? Do 

you have a strong Wi-Fi connection or a strong internet connection on your computer? 

Is there a camera? Is there a good microphone? Please let us know if you need any of 

that. We can help out with that. The support staff in your office. Is there a protocol for 

contacting the patient to let them know that they're ready for the appointments? 

Normally, we're used to the patient walking in, speaking with our receptionist, and 

saying, "I'm here," and then you come and pick them up. Well, remote appointments, 

how is that handled? If you're running behind five or 10 minutes, does the patient know 

that? Is your front office person trained to give them a call and say, "The audiologist is 

running five minutes behind. "Please stay by the phone "and she'll contact you as soon 

as she's able." Because waiting five to 10 minutes when you're not sure if that's still 

happening is gonna make them wonder, "Did I miss something? "Did I get the wrong 

day?" So make sure that everybody is trained on how to use this.  

 

When you're doing a Remote Support session, introduce everybody in the room. Your 

camera doesn't capture the whole room, and if there's another audiologist or a student 

in the room and they say something, all of a sudden, there's a voice from nowhere that 

comes to the patient and that may confuse them. So make an introduction, see if 

they're with someone else and have them turn the phone and say, "Hey, my friend is 

with me." For you, practice in front of the camera. What do you look like? What does 

your background look like? What is the camera capturing right behind you on the wall? 

Do you talk with your hands a lot? Are they going to be in front of your face? And then 

also don't forget to talk. When the patient is next to you and you're making an 

adjustment in the Target software, they can see you're doing something. When you're 

doing a remote session and your head just goes down as you're typing or moving the 
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mouse, that patient doesn't know what you're doing. So talk them through what you 

are doing. It makes also them realize that the connection is still there and didn't all of a 

sudden drop the audio part of the connection. And lastly, is there a backup plan? Do 

you have the phone number for the patient ready or do you start off saying, "Hey, if we 

get disconnected, "I'm gonna call you back," or whatever it may be. But make sure 

that there is backup plan for you there. These images are not coming through at this 

point and time. Phonakpro.com, there is a website there that has the eSolutions page. 

So go to phonakpro.com. It says eSolutions, and all of this is going to, there's gonna 

be information for you there. And then the eAudiology publication that I added to the 

side as a handout, that is going to be a form that allows you to just walk through any 

kind of, the technology that's needed for e-services and whether or not this patient is 

the right type of patient for those technologies. So download that form and use it. I see 

that there's one question here. Can the patient save the e-remote counseling 

appointments for later reference, since the patients may forget many of the 

informations given in a counseling session? The appointments are not saved. So that's 

not something that you can record. That is a live session as if you are talking to them 

face to face so that you can't record that.  

 

But you may want to, if you are going to give them information about this, you may 

want to, again, that's part of this protocol that you may wanna have, write down what 

you said and maybe send them to them as an email to say, "This is what we talked 

about. "I made these adjustments, this is what you should see, "and here's what I said 

you should do" as a reminder of those adjustments. All right. Any other questions? So 

the engaging part of this, it gives access to their hearing solution to the patients. That's 

something that they've really said that they wanted. There's an ease of use in 

technology that results in higher satisfaction. So don't forget that patients like to be 

able to adjust that. And you're empowering your own patient over the sound and the 

function of their hearing aids. Again, that's something that can't be underestimated. So 

next steps with this, have a look in your client database. Are there people that you fit 
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with Marvel hearing aids a year ago and need to now be upgraded to Marvel 2.0? It will 

prompt you when you connect them to the software to upgrade them, and then see, 

are these people that I can call back in and say, "Hey, how about I offer you this new 

app "and have these adjustments for you?" See if there are patients there that you 

already worked with that are good patients for this solution. And then start making 

appointments using the Remote Support and the other suite of features, as this is 

something that will definitely help your business. I think it will give you time. It will 

customize the service that you provide to your patient and they will be happy for you 

offering that to them. Thank you very much. 

. 
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