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Introducing ReSound Assist:  Live Assistance

Jill Mecklenburger, Au.D.
Principal Audiologist, Global Audiology

Learning objectives

After taking this course you will be able to:

• Explain the differences between ReSound 
Assist and the new ReSound Live Assistance

• Determine the steps necessary to complete a 
ReSound Assist Live Assistance session

• List the patient benefits of ReSound Live 
Assistance
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Introduction

• Focus on Tele-audiology has increased dramatically in our current situation

• What was an underused technology is on everyone’s mind for:

• Continuing to serve our patients who may need help

• Upgrading technology on patients with known audiograms

• Potentially for fitting new patients

• Definitely time to embrace Tele-audiology moving forward as this time has opened a door legitimizing all 
Tele-Medicine solutions and thus also this solution in our industry.

• Good Information on Systems

• Manufactures – Demo/Courses/Tools/Sales Reps

• https://www.hearingtracker.com/services/remote-care
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Asynchronous remote fine tuning Synchronous remote fine tuning

Two Types of Tele-Audiology Available
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How often do you use video calling services? 

Video calls 2015 - 2018

171% 
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1/3

Tele-audiology Success

The success of Tele-audiology depends the adoption of this technology by our customers.
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FRUSTRATION – Can be a barrier 
that we need to address

Solutions need to be user-friendly 
and relatively seamless
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Telemedicine and e-Health. 2013 Aug; 19(10): 786–790

Older Adults' Perceptions of Home Telehealth Services

Factors that predict the adoption of home telemedicine services (HTS):

• Perceived Usefulness

• Effort Expectancy

• Social Influence

• Perceived Security

• Computer Anxiety

• Facilitating Conditions

• Physicians’ Opinions
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Perceived Usefulness

• Our current situation is putting Tele-Medicine in the forefront of discussions

• We are being told to use Tele-Medicine rather than go to the doctor’s office or hospital

• This is LEGITIMIZING Tele-Medicine and in turn will legitimize Tele-Audiology

• Patients are already seeing how useful this will be for:

• Keeping them safe

• Convenience

• Solving Issues In Actual Environments Where They Occur
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ReSound Assist

What is ReSound Assist?

CLOUDPATIENT HEARING CARE PROFESSIONAL
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Asynchronous

• No coordinated scheduling needed

• Patient’s describes issue accurately, at the 
most relevant time

• At the convenience of both patient and HCP

• All wireless models of:

• Quattro

• Enzo Q

• Linx 3D

• Enzo 3D

• Smart 3D App

• Apple 

• Android

Submitting a Remote Fine Tuning Request
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Receiving Remote Fine-Tuning Packages

Receiving Remote Fine-Tuning Packages
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ReSound Live Assistance

Introducing ReSound Assist: Live Assistance
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Live Assistance: PC Requirements

Live Assistance: Compatibility
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Live Assistance: Feature Availability

NOT AVAILABLE:

 AutoFit

 AutoREM

 Change Instruments

 Firmware Update

 Pairing Accessories

 Restore Hearing Instruments

 Test device

 TSG (future release)

AVAILABLE:

 Acceptance Manager 

 Advanced Features

 DFS Ultra II

 Directionality

 Directional Mix

 Expansion

 Impulse Noise Reduction

 Noise Tracker II

 Sound Shaper

 Time Constants

 Wind Guard

 Data Logging

 Device Controls

 DFS Calibration

 Environmental Optimizer

 Gain Adjustments

 Patient Experience Level

 Program Changes

 Phone Streaming Settings

 Reconfiguration

 Tools

 In-Situ Audiometry
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GNOS 
Online 

Services 
Account

Resound 
Assist 
Live 

Enabled 
by 

Customer 
Care in 
GNOS

Smart Fit 
1.6

Resound 
Assist 
Live 

Enabled 
in Smart 

Fit

Smart 3D 
App in 
version 
1.7.0 
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Initial Fit of 
Hearing 

Instruments 
Must be 

Completed in 
the Clinic

Real Ear 
Equipment 

Must be 
Disconnected 

Before 
Initiating Live 
Assistance

Live 
Assistance 

Can Only Be 
Initiated by 

the Provider   

Patient Preparation for a Live Assistance Call



4/24/20

Course presented in partnership with

Patient Preparation for a Live Assistance Call

 Plug in webcam (if utilizing external 
camera)

 Plug in headset (if utilizing external mic)

 Plug in Noahlink Wireless

 Locate patient file

 Open ReSound Smart Fit

 Simulate from Smart Launcher screen

 Initiate Live Assistance video call

 Patient accepts call

 Connect ReSound Smart Fit to patient’s 
hearing instruments

 Adjust hearing instrument settings

 Save new hearing instrument settings

 Disconnect hearing instruments

 End Live Assistance video call

Live Assistance: Simple Steps
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ReSound Assist Toggle Switches

Defaulting to “On”
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Live Assistance: Simulate

Live Assistance: GN Online Services Login
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Live Assistance: GN Online Services Login

Live Assistance: Start Live Assistance



4/24/20

Course presented in partnership with

Live Assistance: Select Audio and Video Devices

Live Assistance: Video Call Connecting
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Live Assistance: Patient Receiving Video Call

Hearing Care 
Professional

Patient

Live Assistance: Patient Receiving Video Call
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Live Assistance: Video Call Connected

Live Assistance: Connecting Hearing Instruments
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Live Assistance: Connecting Hearing Instruments

Live Assistance: Connecting Hearing Instruments
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Live Assistance: Connecting Hearing Instruments

Live Assistance: Connecting Hearing Instruments
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Live Assistance: Enlarge Patient View

Live Assistance: Button Functionality in ReSound Smart Fit
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Live Assistance: Chat Function

Live Assistance: Patient Phone Screen Button Functionality
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Live Assistance: Making Fitting Adjustments

Live Assistance: Making Fitting Adjustments
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Live Assistance: Making Fitting Adjustments

Live Assistance: Saving Settings (Hearing Care Professional View)
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Live Assistance: Saving Settings (Patient View)

Live Assistance: Saved
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Live Assistance: Simulate

Live Assistance: Finish Appointment
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Live Assistance: Call Ended (Patient View)

Live Assistance: Call Ended
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Live Assistance: ReSound Smart Fit Patient Timeline

Good to Know: Audio Routing
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Good to Know: Unable to See the Patient

Good to Know: Disconnecting During Fitting
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Key Points

 Access to Live Assistance requires an active GN Online Services account

 Live Assistance must be enabled in the GN Online Services portal by Customer Care regardless 
if the account already is enabled for Remote Fine-Tuning. Once this occurs, Live Assistance will 
be visible in ReSound Smart Fit 1.6 

 The Live Assistance toggle switch, located on the ReSound Assist screen, must be enabled by 
the hearing care professional in ReSound Smart Fit for Live Assistance to function

 Initial fitting of hearing instruments must be completed in the clinic

 All real ear equipment must be unplugged prior to initiating a Live Assistance video call

 Live Assistance video calls can only be initiated by a hearing care professional

 Live Assistance settings cannot be rolled back by the patient. If the settings need to be returned 
to previous settings or changed in any way, complete another Live Assistance video call.

Troubleshooting

 If the patient loses connection or hearing instrument batteries die during programming, the new 
settings will not be saved to the hearing instruments. The hearing instruments will not be 
corrupted because of a lost connection.

 Possible solutions:

 Verify that the patient has a strong Wi-Fi or cellular signal

 Ask patient to charge the smart phone batteries

 Ask patient to charge the hearing instruments or use fresh batteries

 If ReSound Smart Fit and ReSound Smart 3D are not updated to the most recent versions, Live 
Assistance will display an error window when trying to establish a call. Be sure that ReSound 
Smart Fit is updated to version 1.6 and that the patient updates his or her ReSound Smart 3D app 
to version 1.7. 
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Effort Expectancy – Provide Clear Instructions 

Written instructions can be helpful for the 
patient prior the appointment

• How to prepare for the appointment

• What to expect

• Specific items that might be helpful to know
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ReSound Assist Live Quick Guide

• Before your Live Assistance appointment, please 
ensure

• Required App is Downloaded
• Hearing aids and App are paired
• You are in a location with a strong Wi-Fi connection.
• You insert fresh batteries into your hearing aids. If you 

have rechargeable hearing aids, make sure they are 
fully charged

• You have at least 50% battery on your mobile device.
• Audio routing is set to “Automatic”

• What To Expect When Call Comes In
• What needs to be done
• What you will see

• With a technology boundary between you and the 
patient, issues are more likely to arise

• Establish a good secondhand communication 
system in case contact is needed beyond Live 
Assistance

• Let the patient know that if a problem does arise, 
you will be contacting them with the next steps

• Calling them back on Live Assistance

• Calling them back on a regular call

Managing Expectations
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Feature Benefit

ReSound Live Assistance and ReSound 
Assist offer a full range of hearing aid 
adjustment options

• Accommodates the needs of nearly all patients

ReSound Smart 3D App paired to 
hearing aids is only requirement for 
patient 

• Ease of use for both the patient and the hearing care practitioner

Full range of adjustments available

• Live Assistance offers a full range of hearing aid adjustment options, 
including DFS calibration and in-situ audiometry

• ReSound Assist asynchronous solution allows for nearly full fine tuning 
capabilities, without requiring the user to have broadband internet access

Compatible with current and previous 
generation products

• Compatible with all wireless models of LiNX Quattro, ENZO Q, LiNX 3D and 
ENZO 3D

All-in-one functionality within fitting 
software

• Fine tuning requests, patient comments and ratings are all displayed within 
Smart Fit fitting software

Highlights
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Thank You!


