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Jonathan Galt

About ACE Audiology

ACE Audiology is a husband & wife team of
Audiologists that have two main offices, one in
Bulleen and the other in lvanhoe. Our family
business is accredited with the
Commonwealth’s Hearing Services Program
(HSP) to provide free hearing assessment and
hearing aids to eligible Pensioners and
Veterans. We are providers to the NDIS
scheme. We also support self-funded private
clients in need of hearing services.

A Full-Service Provider

Dr Yazdaneh & Jonathan Galt

ACE Audiology is experienced in assisting its clients
who have balance disorders as well. If you have such
problems, please feel free to talk to us about your
experience to see if we can help. We also are expert in
ear wax removal should you have issues able to utilize
suction, water irrigation and manual removal.

We do not have a preferred hearing aid supplier and
are able to select from any brand necessary for your
needs. We do not pay commissions to our employees.

ACE Audiology takes a vocational approach to its work. Whilst many decline services other

than just hearing aids, we take on the spectrum of work, which we consider part of our

professional duty. This includes working in the following areas

e Hearing Aid Dispensing

e Hearing Aid User Support

e Accessories

e Complex Client Management

e Management of Sudden Sensorineural Hearing Loss

e Ear Wax Management

e Testing and Treatment of Balance Disorders

e Pediatric Assessment of all Ages

e Provider of HearSure Hearing Aid Insurance

What is new in Hearing Aids?

The good news is that modern hearing aids have improved their performance in background
noise, are rechargeable and can connect directly to your mobile phone to improve the clarity

of telephone conversations, often hands free.

Better Clarity
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Each new model has a faster chip with more memory enhancing the hearing aid’s ability to
provide clarity of the spoken voice in the presence of background noise.

Microphone Directivity

This technology has advanced enormously in the last decade, enabling varying degrees of
beam forming to focus on conversation in background noise. Basic devices usually have a
fixed directionality. Think of it like a “Pizza slice” where voices are emphasized if in that arc.
The area of most sensitive pick to the front is fixed and generally has a wide coverage in
basic devices. More advanced devices progressively add automatic adaption of the
microphone direction toward the speaker and also can narrow the arc so as to suppress
unwanted surrounding noise. The most advanced enable multiple pinpointing of speakers in
a group, carving out background noise with excellent clarity being provided in complex
environments.

The following image illustrates the ability of advanced microphone technology to “carve” a
microphone pattern focus on the individual speakers in the group.

Impulse Noise Reduction

The clanging of cutlery and chinking of glass generate quick loud impulse noises picked up
by the hearing aid microphones. The speed of processing and the software algorithms are
constantly evolving to improve the listening comfort and reducing effort in these difficult
environments.

Rechargeability

_____________________________________________________________________________________________|
YAZDANEH GALT (VER: 0724) 3




Advances in Lithium-lon battery technology means a full
charge of the hearing aid overnight will last up to 20 hours,
more than enough for an entire day’s use. Being able to
recharge a hearing aid means you don’t have to remember
to change batteries as it’s taken care of each night.
Rechargeability is now available in custom in-the-ear and
behind-the-ear devices as depicted in the image.

Connectivity

You have the option of connecting your hearing aids to your mobile phone. This means you
can hear phone conversations in both ears, rather than just one, with enhanced clarity. If you
wish you can listen to music, podcasts, video or talking books that may be accessed from
your smart telephone. It is also possible to connect your Television to your hearing aids, so
the volume is not discomforting to others.

Hearing Aid Styles

Hearing aids come in a variety of
styles that suit varying degrees of
hearing loss, cosmetic preferences,
and ease of management for the user.
They also have a number of
accessories such as remote controls,
TV streamers, falls detection,
language translation and remote
microphones to improve
understanding in difficult background
noise situations.

Hearing Aid Accessories

Most hearing aids available in Australia today are compatible with a range of accessories as
shown in the image below. Accessories are usually a private purchase outside of the
Hearing Services Program.

16

Remote Controls

A Remote Control is a small hand-held device that allows the hearing aid user to adjust the
volume of their hearing aids and change the listening program to better suit their immediate
acoustic environment such as being in a restaurant or outdoors. Smart phones also perform
this function. They are beneficial if managing a smart phone is problematic or there are
tactile issues.
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TV Streamers
The TV Streamer is a dedicated device attached to your television that will stream the sound
directly into your hearing aids.

Remote Microphones

A remote microphone is a small device that clips to the lapel of your conversational partner.
This makes it much easier for the hearing aid user to hear their conversation in the presence
of background noise.

Conference/Table Microphones

The conference microphone is a sophisticated
“Table Microphone” style of device. They work
extremely well around a meeting table or
lunch/coffee table to assist the hearing aid
wearer pick up the conversation of individual
speakers. The microphone pick up direction
will automatically move to the speakerin a
dynamic fashion and transmit the sound to the
hearing aid improving the voice over the background noise significantly.

FUNDING

From March 2023 Medicare provides a rebate for hearing tests upon referral of a medical
practitioner. This can be useful for your initial test to identify if you might benefit from a
hearing aid or if you have a medical condition requiring treatment. It is not intended generally
to fund annual checks of your hearing aids.

Private health insurance may also provide some rebates to acquire a hearing aid dependent
upon the table cover you have. There are qualifying periods before you can access the
benefit. Some funds allow claiming again at 3 years or five years. Benefits for consultations
with your Audiologist vary from fund to fund. Not all funds participate in HICAPs EFTPOS
payment system.

APPOINTMENT FEES
The fitting and review fees are bundled with the purchase of a private device and there are
no separate charges.

At the conclusion of the fitting and review, further consultations attract a clinical service fee if
not part of ongoing fitting adjustments. Fees are based around the time, complexity and
equipment involved in the support provided. Service fee quotes can be provided at the time
of booking and are displayed in our waiting room.

WARRANTY

Hearing aids have a standard 3-year factory warranty and a one-year international warranty.
Accessories, such as chargers, remote controls, remote microphones and similar mostly
have a one-year warranty. Some manufacturers enable you to purchase an additional year
of warranty up to four years. Your audiologist can assist you obtain additional warranty
cover.

SERVICING

Hearing aids require a degree of home care. This involves cleaning the loudspeaker and

dome with a tissue each evening to clear away any accumulated ear wax. There is also a
-]
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small filter beneath the dome that can become blocked and requires replacing. Your
audiologist will teach you how to manage this yourself. If it is difficult then you may bring it to
the clinic to assist you in its exchange. You have spare domes and filters provided at the
time of fitting. Additional supplies can be purchased as required.

Many faults can be addressed at the clinic by exchanging the receiver, filter and dome.
Other faults are sent to the manufacturer. A loan aid can be provided if necessary if you give
us notice to prepare the devices in advance. A loan aid during repairs is not often required
as seldom do both aids develop a fault simultaneously. A modest fee is charged for setting
up, calibrating and instructing on the operation of the loan aid.

There is no charge for faults sent during the warranty period. Fees apply ex warranty for
repairs..

COMMON APPOINTMENT TYPES

Fittings

If after the assessment you require a hearing aid, then you will have a fitting appointment
followed 1-2 weeks later with a review. The fitting and review fee are bundled with the device
fee and there is no extra charge.

Appointments beyond the fit and review protocol may incur an additional charge

Annual Review

We will recall you annually for a hearing test and aid adjustment to ensure they are
performing optimally. A fee is applicable for this service.

Aftercare
This is a generic classification to capture general issues. Fees are invoiced post fitting and
review.

Service

This is a repair appointment to diagnose a problem and/or to make adjustments upon return
of the device. Usually, the fee for the clinical time is covered with the repair cost. Sometimes
the devices have to be reprogrammed or be paired again to smart phones.

Wax Management

A fee is charged for wax removal. As a courtesy a 10%
discount is applicable for our hearing aid users.
Medicare is not applicable for this service

We have the facilities to remove earwax with micro
suction, water irrigation and manual removal
instruments. Our microscope and ENT chair, as
depicted, facilitate the process. Medicare does not
cover wax removal.

Balance Tests and Treatments
A fee is charged for this service. Medicare rebates do not apply.

Insurance
e Basic home contents insurance usually only covers loss if in the home. If you do not
nominate your hearing aids to your insurer you will be unable to claim. This type of
cover usually does not involve an extra premium.

_____________________________________________________________________________________________|
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o Contemplate taking out an insurance product that gives you insurance when mobile.
This usually does have an associated monthly fee.

e HearSure is a new insurance product developed specifically for the Hearing Industry.
It has some advantages in not having an excess for loss and damage beyond repair,
has international travel cover of 12 months and you can continue with you existing
provider rather being obliged to attend elsewhere. It may only be taken out in the first
12 months of ownership.

Tinnitus Assessments:

o Tinnitus assessments are complex, involving more tests than a standard adult
consultation and therefore a higher fee applies. This includes measures of
disturbance, tinnitus pitch matching and often otoacoustic emissions. Detailed
counselling is also provided..

Basic Hearing Aid Maintenance.

Filters

The most common issues with hearing aids is wax ingress into the receiver. If you notice a reduction
in the volume of the hearing aid start up melody or the beeps when you press controls, you should
first examine the hearing aid filter. Our Audiologists will teach you this at your hearing aid fitting
appointment and remain able to assist post fitting should you encounter difficulties. Our admin team
are also able to assist with filter exchange over the counter. The following pencil sketch is a
schematic of where the filter is in most receiver in the ear hearing aids. There is special “stick” tools
to remove and replace the filter once the dome is removed.

| 4 -
u WAX MIGRATES c AusING

FRogLE M ¢
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Software

Another common issue is software glitches in your smartphone. We have never found there to be a
fault with a hearing in relation to its Bluetooth function. It is always the phone software. In about
60% of cases restarting your phone will fix the problem. Other issues are if you change your phone
to an incompatible Bluetooth model. Inexpensive smart phones are all prone to this issue. You can
check compatibility with online tools for your specific hearing aids or ask the phone vendor to clarify
this for you. We recommend you restart your phone at least once per week as this tends to erase
glitches that arise from continuous use.

Handy Hints

End of Warranty Check

e Be sure to bring your hearing aids to the clinic when reminded for their “end of
warranty” check.

Damage Control

e Keep your hearing aids away from pets. They like to eat them.

e Take care if you have disposable batteries to secure them safe and away from young
children.

o Hearing Aids withstand water immersion, but do not to take them into the swimming
pool or the shower. If you do so accidentally pat them dry with a towel and leave
them to air dry for about one hour. Usually, they will be fine.

Battery

o Keep them in their case overnight with the battery door open to stop battery
drainage. You can leave them in a recharger, if you have such a model of hearing
aid, as a safe storage mechanism as well.

e If your recharger has a storage battery included you must take it into the cabin of the
aircraft and not put in your luggage. Flight boarding stipulations have this
requirement.

Lost Aid Prevention

e Take care when removing a facemask if using a BTE style of hearing aid. Lift the
upper string high above the ear and hoop it over the hearing aid to prevent
entanglement when removing the mask.

o We can provide you with a Lanyard that secures your hearing aid with a clip attached
to your clothing. This is useful if you work outdoor are in the garden a lot.

¢ Do not remove your hearing aid and put it in your pocket. It is safter to mute the
device and leave it in your ear. Often, removing a key or hanky results in the aid
falling onto the ground and becoming lost.

Blue Tooth Maintenance

e If you are using your hearing aids to stream audio or phone calls it is advisable to
turn your phone off and on once a week. Please note that is some circumstances
-
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fees may apply to resolve Bluetooth issues, remembering this is never the fault of the
hearing aid but of the phone. We can text you links to resolve the issue by following
the recommended steps.

¢ Lost blue tooth connections are never the fault of the hearing aid but are always due
to software glitches in the smart phone.

o We can provide you with a Bluetooth reconnection guide to assist you should the
initial step of restarting your phone be unsuccessful. Fees will apply for in clinic blue
tooth reconnections.

Terms and Conditions of Sale

You invoice contains the Terms and Conditions of sale. You may return the devices within
28 days of the fitting and obtain a refund, provided all packaging is returned and the devices
are undamaged externally and in working order. An administration fee of 10% is applicable
upon return of hearing aids within the 28 days.

Australian Consumer Law Applies.
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Client Rights & Responsibilities
Rights

You have the right to be treated with respect, dignity and consideration by all staff involved in your
individual hearing care.

Respect

You have the right to choose or change your hearing service provider.

Safety and Quality

You have the right to receive services from an appropriately qualified practitioner.

Communication

You have the right to be informed about services, treatment options, and all costs, including any
ongoing costs, in a clear and open way. You must be informed of any preferred supplier
arrangements which may influence the hearing device recommendation being made to you. Your
provider should advise if they pay commissions to their employees.

Choice

If a hearing device is recommended, you have the right to be fitted with a fully subsidised hearing
device to assist your hearing loss. You also have the option to take up an annual maintenance
agreement for an indexed annual contribution.

If you choose to purchase a device with additional features, your service provider must supply you
with a written quote that includes device details, all costs, and information on maintenance and repair
costs for that device. Your provider may also have conditions associated with a partially subsidised
maintenance agreement that will be specified on your device quote “Terms and Conditions” page
and/or maintenance agreement.

Privacy

You have the right to privacy and confidentiality of your personal information.
Responsibility
Respect

You are responsible for treating your service provider, all their staff, and other clients with dignity,
courtesy, and respect. A service provider has a duty of care to their staff and other clients physical
and mental health. Abusive and aggressive behaviour is harmful, not acceptable and will not be
tolerated by any provider.

Disclosure

You are responsible for disclosing relevant medical information about yourself, including changes to
your eligibility status.

Participation
You are responsible for
e actively participating in ongoing and follow up care

e attending appointments
e if appointments cannot be kept, notifying your service provider as soon as possible.

_____________________________________________________________________________________________|
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Complaints Resolution

You have the right to comment on your care and have your concerns addressed. If
you are not satisfied with your hearing device or the service you receive under the
program, please work with your service provider to resolve any issues.

If you remain unsatisfied with the services provided, contact the Hearing Services
Program on 1800 500 726 or (NRS) 1800 555 660 or email hearing@health.gov.au.

Complaints And Compliments Procedures

ACE Audiology is pleased to provide you with information regarding its complaints
and compliments procedures.

At ACE Audiology we regard a complaint as a gift that provides insight into how our
products and services are perceived and importantly give us the opportunity to
improve. We seek to resolve complaints in a manner that is favourable to our clients.

Equally we like to know if we are doing something right and your compliment can be
a positive reinforcement on a job well done.

How Do | Make a Complaint?

The simplest method is to speak directly with the person with whom you may have a
concern. Our staff are professionals, willing listeners and accepting of complaints by
virtue of their training and health care perspective. As a consequence, a quick
conversation can often lead to a speedy resolution.

If you feel uncomfortable speaking directly with the person concerned you are
welcome to speak with the next most senior person in the organisation. Simply ask
to speak to the person’s supervisor and you will be directed to the business
manager.

Can | make a Complaint in Writing?

You are welcome to make a complaint in writing by personal letter or note. You can
also ask to use our “Complaints and Compliments” form which is available from
Audiology or reception. We can also post this form to you if requested by phone. You
may remain anonymous if you wish but it can sometimes be more difficult to resolve
a problem or provide you with a satisfactory resolution if we don’t know who you are.

Can | complain externally to the Hearing Services Program the NDIS or
Audiology Australia or other bodies?

Yes, you can. Depending on how your services are being funded you can direct your
concern to either the Hearing Services Program or the NDIS or other bodies
described below.

You can phone the Hearing Services Program on 1800 500 726 for assistance with

your concerns if you are accessing hearing services through that program. For NDIS

participants you may also contact the NDIS Quality and Safeguards Commission

on 1800 035 544.

I ———
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Hearing Services Practitioners (Audiologists and Audiometrists) are regulated by
their professional bodies. Audiologists and Audiometrists are not a registered
professions but must abide by a Code of Conduct. You may visit the Ethics Support
and Complaints Resolution website (auderc.org.au).

You may call the Health Complaints Commissioner on 1300 582 113 to make a
verbal complaint. There is also complaints form that you can access online via the
URL: https://hcc.vic.gov.au/make-complaint

Our Address for Written Complaints to ACE Audiology is as follows....

The Complaints Officer

C/- ACE Audiology

Shop 29, Bulleen Plaza, 101 Manningham Road
Bulleen, 3105

Mark envelope “Personal and Confidential”.

CLIENT NOTES SECTION
Please write down any queries you may have here as a reminder to ask your
Audiologist.

_____________________________________________________________________________________________|
YAZDANEH GALT (VER: 0724) 12




APPENDIX

ABOUT US:

Dr Yazdaneh Galt
Principal Audiologist and Director of ACE Audiology

Yazdaneh Galt arrived in Australia in the early 90s with her
two children and in 1999 completed her Bachelor in
Psychology from Queensland University of Technology,
mastering English in the process. She then pressed on to
complete her Master in Clinical Audiology from Macquarie
University and then completed her Doctorate from Arizona
School of Health Science.

P

i/
Women are often challenged establishing a business alone. ! A

It took a lot of hard work and there were many barriers to

break through before she could rest comfortable that her - i
Bulleen clinic was on a sound footing. She is delighted to now expand her service
offerings to lvanhoe.

For the last two decades she has worked as an Audiologist focusing on hearing
assessment, counselling and hearing aid dispensing. The business has also
expanded with “state of the art” equipment for earwax management, paediatrics and
the testing and treatment of balance disorders. She has
received numerous awards over the years inclusive of
a “Going the Extra Mile Award”, “Excellence in Clinical
Audiology” and a much coveted “Outstanding

Practitioner of the Year” in 2010.

Her daughter, Noora, wrote and directed a feature film
based on Yazdaneh’s early life in Australia. Her film
“Shayda” successfully entered the Sundance Film
Festival in 2023, won the audience award.

Shayda is Australia’s official submission to the 2024
Oscars, Best International Film Category.

_____________________________________________________________________________________________|
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Jonathan Galt

Adult Specialist & Vestibular Audiologist

Jonathan Galt has now joined his wife Yazdaneh at ACE Audiology working full time
as an Adult Specialist & Vestibular Audiologist. He will be working predominantly at
our new ACE Audiology — Ivanhoe Clinic as

well assisting at our Bulleen location. He also

serves as our Business Manager.

o
Outside of work Jonathan scuba dives ' '
particularly in search of scallops and Y audicioy
abalone. He enjoys gardening and reading ’ f ! = usira
about balance disorders and treatment.

Jonathan has worked for several decades in
various capacities ranging from executive
audiology management, paediatrics,
compensation, an adult rehabilitation specialist
and vestibular audiologist.

He has been deeply involved in his profession
serving his association as a Federal Councillor
and as a State Branch President.

Jonathan is excited at working full time to assist the hearing and balance needs of
our clients and will bring his decades of experience to the benefit all. We are
delighted to have him on board.

_____________________________________________________________________________________________|
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