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About ACE Audiology 
ACE Audiology is a husband & wife team of 

Audiologists that have two main offices, one in 

Bulleen and the other in Ivanhoe. Our family 

business is accredited with the 

Commonwealth’s Hearing Services Program 

(HSP) to provide free hearing assessment and 

hearing aids to eligible Pensioners, Veterans 

and their dependents.  

 

 

The Hearing Services Program obliges us to provide 

you with information regarding the services we provide. 

Your eligibility is funded via your unique voucher 

number that has a life of five years. Your voucher can 

be “re-gassed” upon its expiry for another five years at 

which time your entitlements are renewed and you 

may be refitted.  

During the five year period you have an entitlement to 

one diagnostic test inclusive of a hearing aid 

discussion, one annual review and the option to enter into a Maintenance Agreement to 

support you clinically, repair devices and provide consumables such as batteries, domes, 

moulds and filters. 

The services provided to you are finite, meaning that reasonable supplies of batteries and 

consultations. 

Booking Appointments 
Please feel free to give us a call to book an appointment. The main appointment types are 

as follows 

• Initial Hearing Test – For your first time visit to ACE Audiology 

• Fitting – an appointment organized to fit your hearing aids 

• Review – to go over instructions and fine tune the fitting  

• Aid Adjustment Appointment – Occurs annually for aided clients by a recall system 

• Service – for attention to your hearing aids and attending to faults 

• After Care – generic appointment type for unspecified requirements. 

• Wax Removal – this is a private fee for service 

Dr Yazdaneh & Jonathan Galt 
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• Balance Test and Treatment – this is a private service 

  

Comprehensive Support Services 
ACE Audiology takes a vocational approach to its work. Whilst many providers 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. 

• Hearing Aid Dispensing all brands. 

• Hearing Aid Servicing all brands. 

• Hearing Aid Accessories  

• Assistive Listening Technology  

• Musician/Noise/swim/snore plugs 

• Specialist Hearing Rehabilitation Services 

• Sudden Hearing Loss intervention 

• Ear Wax Removal 

• Testing and Treatment of Balance Disorders 

 

 

A Special note regarding relocation to ACE Audiology 

If you have relocated from another provider, you are probably already familiar with the 

Hearing Services Program (HSP). There are some unique differences when a client 

relocates around the date of the annual Maintenance Agreement and the Terms and 

Conditions that apply.  

 

When relocating any maintenance agreement, you had with your previous provider will be 

replaced with ours. For partially subsidized devices our Terms and Conditions regarding 

maintenance may be different than that which you had before. The expiry date of your new 

maintenance agreement with ACE Audiology will remain the same as was with your previous 

provider maintenance agreement. The relocation process is relatively simple with ACE 

Audiology taking care of the details in the background via the government portal. 

 

The Hearing Services program will provide ACE Audiology with up-to-date details regarding 

your existing hearing aids, what services have been provided to you already, and what you 

are eligible for in the future. Upon relocation you will not be required to make another co-

payment for your annual maintenance agreement. 

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. The newer, “Deep Neural Networks” also work 

exceptionally well to reduce background noise. 

Better Clarity 

Each new model has a faster computer with more memory enhancing the hearing aid’s 

ability to provide clarity of the spoken voice in the presence of background noise.  
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Welcome Pack – Your Guide 
We have put together this welcome pack as there are many documents and 

declarations that become very difficult to compile and manage. ACE Audiology 

decided to put this together into one document that addresses all of the obligations 

put upon us by the Hearing Services Program and provides additional information for 

you to reference. If you have any queries we recommend you refer to this document. 

 

 

Rechargeability 

Advances in Lithium-Ion 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 considered a private purchase outside of the 

Hearing Services Program.  This means that servicing, repair and other support are at your 

personal expense. 
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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.  

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.  

Hearing Services Program Benefits. 
 

The Hearing Services Program (HSP) is a generous Australian Government scheme 

that funds the provision of hearing services to eligible pensioners, veterans and their 

dependents amongst others. The program consists of three broad supports. 

• Initial Hearing Assessment, that encompasses a diagnostic hearing test, a 

review of hearing needs, rehabilitation options and a “Hearing Aid Discussion” 

available once every five years. 

• Annual Client Review services that provide a screening test of your hearing 

and adjustments to hearing aids once per year for the life of the hearing 

instruments. 

• Annual Maintenance Agreements (optional) that provide a “safety net” type of 

protection from costly hearing aid repairs. It also funds the cost of some 

consultations and consumable items such as batteries, domes, filters and 

minor adjustments. Accessories such as chargers, remote controls, remote 

microphones and TV streamers are regarded as private purchases and are 

excluded from maintenance. 
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NB – Accessories are not covered by the maintenance agreement and repairs 

and replacements are self-funded. Warranty is 3 years on hearing aids and 12 

months on accessories including rechargers. 

Declarations: 
We are obligated under our Hearing Services Program Contract to disclose the following 

items. 

• ACE Audiology is an independent business and does not have any preferred provider 

arrangements. 

• ACE Audiology does not pay any commissions to its employees.  

• ACE Audiology receives an administration fee for “HearSure” policy lodgment 

services 

Specialist Hearing Services: 

Eligible clients of the Hearing Services may access specialist services where the 

hearing loss in the better ear exceeds 80dB average or less if aggravated by 

additional disabilities. It is funded by Community Services Obligations and delivered 

by Hearing Australia. It can be helpful for clients of the program who need additional 

assistance to manage their hearing loss and communication needs. 

The Department of Health (the Department) funds Hearing Australia to provide 

specialist hearing services through the Community Service Obligations (CSO) 

component of the Hearing Services Program (the program). Specialist hearing 

services are available for clients of the program who need additional assistance to 

manage their hearing loss and communication needs.   

ACE Audiology can make a referral under the CSO program should you meet the 

criteria and have an interest in pursuing additional services. 

One of our Audiologists is a former Adult Specialist Audiologist and is well versed in 

dealing with complex clients should you elect to remain with ACE Audiology. 

The Voucher 
A “voucher”, issued in your name, pays for the services you receive. The voucher is 

valid for five years and funds one set of hearing aids and your annual client review in 

that five-year cycle. The maintenance agreement exists for those who obtain hearing 

aids or assistive listening devices.  

Whist the Australian Government Hearing Services 

Program is a generous support for the hearing impaired, 

there exist some items that are not covered or have 

limitations. This document seeks to provide you with the 

relevant details throughout. 

If you are advised to obtain hearing aids and elect to do 

so, you have the option to obtain fully subsidized devices 

(free to client) or partially subsidized devices (top up). Partially subsidised devices 

are prescribed if you seek features and benefits above that available in the fully 
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subsidized device. You pay the gap between the HSP subsidy and the devices retail 

price. 

We will give you a written quote for the devices you seek to obtain. 

At your first visit you can expect a thorough review of your hearing history, coverage 

of the difficulties you are experiencing and what you hope to achieve. You do not 

always have to receive a hearing device. The hearing services program provides for 

assistive listening devices in lieu of a hearing aid, but not both. You may also elect to 

receive rehabilitation advice on how best to manage your hearing loss in the 

absence of a hearing aid. 

 If hearing aids are considered appropriate then a hearing aid discussion of the 

various styles and features will be covered, considering your specific needs and 

preferences. The hearing aid discussion service is funded only once as part of the 

initial Hearing Assessment. 

Some services under the program may be provided remotely via Telehealth provided 

this does not compromise the delivery of hearing health care. 

Rehabilitation Plus Services 
The Hearing Services Program also provides for “Rehabilitation Plus” services for 

aided and unaided clients. The program allows for two half hour individual sessions 

with an Audiologist to educate you and significant others on communication 

strategies and tactics. In addition, further guidance is provided on other assistive 

technology likely to assist you achieve your hearing goals. This service may also be 

provided by Telehealth. 

Private Services and Devices 
The voucher provided to eligible pensioners and veterans is a finite resource, with 

limits on services and devices. For example, the voucher provides for one annual 

client review and one blue tooth reconnection. Hearing Aids are also only available 

every five years. Sometimes clients require more support than provided by the 

voucher or do not wish to wait five years to obtain new devices. Therefore, eligible 

clients may self-fund additional services and devices. 

Should you elect to self-fund aspects of your hearing care we are required to provide 

you with a “Private Services and Devices Acknowledgement Form”. This will detail 

the Private Services as well as the impact on future program services. 

 

 

 

Maintenance Agreements Q & A 
What is a maintenance agreement? 
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Hearing Aid Fittings require ongoing support for the anticipated life of five years. 
During this time, you will consume batteries, and your hearing aids will require 
servicing, cleaning and repair of physical and electronic components including 
attachments such as receivers, filters, domes, and ear moulds. 

Repairs can amount to several hundred dollars per hearing aid that you would have 
to pay yourself if you did not have a maintenance agreement. Taking out an 
agreement after a fault arises in your hearing aid/s and their attachments does not 
provide retrospective coverage. This means you would be required to personally 
fund the repairs. You can also be billed for any clinical consultation time that may be 
required from time to time in the absence of a Maintenance Agreement that are not 
part of the fitting/review or annual client review process. 

 

How do I enter into a maintenance agreement? 

Your provider will make an offer of an 
optional Maintenance Agreement to 
you at the time of your hearing aid 
fitting and then annually up to 45 days 
before the agreement expiry date to 
ensure continuity of cover. It is 
important that you sign and return the 
agreement renewal to prevent your 
safety net lapsing. 

If you decide to enter into a 
maintenance agreement, your service 
provider will ask you to sign a Maintenance Agreement form. This form outlines what 
is covered under the maintenance agreement in its “Terms and Conditions” including 
the co- payment you are requested to pay to your service provider. These details are 
also provided in your hearing aid quote and maintenance agreement. 

How much does a maintenance agreement cost? 

If you enter into a maintenance agreement, you will be requested to pay an annual 
contribution fee to your service provider. If you have been fitted with a fully 
subsidised device, you will be asked to make a standard contribution towards your 
maintenance, which is indexed annually. The standard contribution is set by the 
Hearing Services Program. 

The annual fee for partially subsidised devices is generally more than that charged 
for a fully subsidised device as they are more complex. Your provider can also have 
conditions surrounding a partially subsidized device maintenance agreement. Any 
specific Terms and Conditions for partially subsidised devices will appear with your 
device quote and/or in your maintenance agreement.  

 

What happens to my Maintenance Agreement if I am fitted with new 

Hearing Aids? 
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The maintenance payment due date is the date of the hearing aid fitting. If you are 
refitted with a subsequent set of hearing aids under the Hearing Services Program, 
then your maintenance date is reset to the new fitting date, unless they are a 
replacement fitting for lost devices. Replacement fittings are considered as a 
continuation of your original fitting and no dates change. 

Do I have to pay the maintenance fee if I am a veteran? 

If you hold a DVA Gold or White (hearing specific) card and have chosen a fully 
subsidised device, you are exempt from personally paying the annual maintenance 
agreement fee, as DVA will pay this for you.  

If you have obtained a partially subsidised set of devices the DVA will only contribute 
the standard maintenance amount and you will be required to pay any gap that may 
exist. 

Can I introduce Privately Purchased Hearing Aids into the Hearing Services 
Program? 

Yes, you can, however you can only have one pair of hearing aids under the Hearing 
Services Program Maintenance Agreement. There are a few issues to consider 
around introducing privately purchased hearing aids into the HSP program that need 
to be carefully considered. The program encourages a new fitting in most cases. 

Do I have to pay the maintenance fee if I am a National Disability Insurance Scheme 

(NDIS) participant? 

Historically the annual maintenance fee for your hearing devices will be included as 
part of your NDIS plan, where your planner has assessed this as being reasonable 
and necessary. As the “in kind” services of the HSP to NDIS participants has ended 
this mostly relates to past agreements. 

What if I lose eligibility for the Hearing Services Program?  

If you lose eligibility for the program, your maintenance agreement will continue until 
it expires.  

You can continue to receive support of your hearing aids as a private client from the 
date your maintenance agreement expires should you so elect. 

What is covered under a maintenance agreement? 

The maintenance agreement includes attachments necessary for the operation of 
the device and includes. 

• Ear-mould renewal and repair 
• Thin tube and dome replacement  
• Hearing Aid Cleaning 
• Ear-mould cleaning 
• Ear hook (aka - aid or elbow hook) replacement 
• Battery compartment and door check 
• Adjustments and re-programming if required. 
• Replacement of tubing and wax guards (filters) 
• Replacement of cords (e.g., CROS, body aids) 
• Earphone/Microphone tubing replacement 
• One consultation per annum for Blue Tooth Connectivity Issues 

https://www.ndis.gov.au/understanding/supports-funded-ndis
https://www.ndis.gov.au/understanding/supports-funded-ndis
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• Please note changing your phone and requiring a new download and pairing may 

exceed your annual free limit of once per annum under maintenance. We have a 

guide you request to do the pairing yourself. 

• Please also note you need to ensure your new phone is compatible with hearing aids 

by asking for confirmation from your phone vendor. Connection fees may still apply 

even if it is determined your new phone purchase is of an incompatible model. This 

mostly applies to uncommon brands. 

Battery supply includes. 

• Rechargeable Batteries 
• Non-Rechargeable Batteries in appropriate quantities (not unlimited) 
• Please note that Battery supply does not cover the cost of postage which 

the client must fund themselves if requesting such a service. 

Items not covered by the Hearing Services Program 
There are some services and devices/accessories that are not covered by the 

Hearing Services Program, and which are private services. Also, if you have 

consumed all the services on your voucher, or do not have a maintenance 

agreement, then you can be billed for the services provided. Please note 

accessories are not part of the Maintenance Agreement as they are regarded as a 

private purchase by the Hearing Services Program. 

We will tell you of any costs of providing off program services and how it may affect 

your access to future services where relevant. In some circumstances, where an 

equivalent service is available through the Hearing Services Program, we are 

required to provide written acknowledgement that you have received and understood 

the costs and implications of receiving off program services. The following is a list of 

some items for which you may be invoiced. 

 

• Ear Wax Removal 

• Accessory purchase, repair and servicing/support. (e.g. chargers/remote 

controls/tv streamers/remote microphones).  

• Accessory support consultations that are not part of the Hearing Services 

Program, such as subsequent assistance with pairing, reinstruction and 

troubleshooting. 

• Home Visit Call Out Fees 

• Lanyard Hearing Aid and other device retention items 

• Failure to attend with less than 24 hours’ notice 

• Postage costs including VIP postal charges if an urgent return is requested.  

o e.g., requests for battery postage, quick (VIP) repair turnaround. 

• Hearing Aid repair items excluded from manufacturer warranty provisions.  

• Maintenance support services in the absence of a current Maintenance 
Agreement 
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o e.g., requests for Ad hoc Aid Adjustments, servicing labour costs, any 
clinical consultation time, blue tooth connection services and 
replacement components 

• Services already consumed on the Voucher such as. 

o A request to repeat a hearing test already provided.  

o A request to repeat a hearing aid adjustment already provided. 

o A request for a subsequent hearing aid discussion that was already 

provided as part of your initial test appointment. 

o A request for a subsequent blue tooth connection service (the 

maintenance agreement only provides for one such service per annum) 

• Balance Assessments and Balance Treatment 

• Tinnitus Counselling/Management and Treatment  

• Custom Tests & Reports  

o e.g., Compensation Claim Reports 

o e.g., Request for NDIS eligibility reports 

A Special Note Regarding Accessories 
Accessories such as remote controls and TV streamers are considered private 

purchases and are outside of the Hearing Services Program (HSP). In clinic advice 

on use and set up are covered as part of the purchase price. Accessories usually 

have a warranty period of 12 months. 

As the accessories are private purchases, they are not covered by a maintenance 

agreement, and a provider is entitled to invoice a Hearing Services Program client 

for subsequent appointment requests relating to the accessory. 

In some unique circumstances, such as significant visual, manipulative or tactile 

disability a remote control may be funded by the HSP requiring a letter of 

support/confirmation from a medical practitioner. 

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 are 

special “stick” tools to remove and replace the filter once the dome is removed. 
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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. 

HINT – BLUETOOTH CONNECTION ISSUES ARE ALWAYS THE FAULT 

OF THE SMART PHONE SOFTWARE – NOT THE HEARING AIDS. 

TURN YOUR PHONE OFF AND ON ONCE A WEEK TO CLEAR BUGS IN 

THE SOFTWARE. 

Handy Hints 
 

INSURANCE: 

• If you obtain a partially subsidized hearing aid (aka Top Up Hearing Aid) then it is 

well advised that you contact your home content insurer and nominate your hearing 

aids. This 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. 

• Contemplate taking out an insurance product that gives you insurance when mobile. 

This usually does have an associated monthly fee. There is usually an excess and 

loss of preferred provider if obtaining a replacement device(s) for lost and damaged 

beyond repair circumstances. 
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• 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. 

You also can return to ACE Audiology to receive your replacement device(s).  

o ACE Audiology is authorised to administer applications for the HearSure 

product and receives a fee for online policy lodgement. 

o Upon verbal consent ACE Audiology will organise a complimentary 2-week 

insurance coverage for you at the time of your hearing aid fitting. HearSure 

will then follow up with you to see if you wish to take up the offer of full 

insurance at the expiration of the complimentary period. 

• Be sure to bring your hearing aids to the clinic when reminded for their “end of 

warranty” check and ensure you attend the annual review for a thorough aid clean. 

DAMAGE CONTROL 

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

• Take care if you have disposable batteries to secure them safe and away from young 

children. 

• Hearing Aids withstand accidental water immersion for up to 30 minutes, but do not 

to take them into the swimming pool or the shower. 

BATTERY  

• 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.  

• If your recharger has a storage battery incorporated into its design 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 

• 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. 

• Take care in removed a jumper or tight clothing over your head as it may catch the 

hearing aid. 

• Take care when brushing or combing your hair as you might accidentally dislodge the 

hearing aids from behind your ear. 

• Consider purchasing a Lanyard retention device from ACE Audiology if you spend 

time in the outdoors. 

BLUE TOOTH MAINTENANCE 

• 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. Lost blue tooth connections are never the 

fault of the hearing aid but are always due to software glitches in the smart phone.  

• Another common issue is accidentally putting the application into “DEMO” mode. You 

need to undo this within the application and you will need to restart your aids and pair 

them again. 
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Lost Hearing Aids – Fees, conditions and exceptions. 
These can be replaced under the Hearing Services Program upon provision of a Statutory 

Declaration that states where, when, and how you think you lost your hearing aid(s). All 

these questions must be answered. A modest fee, set by the HSP, is payable on lost 

devices except when lost in an Aged Care Facility or in the Post. The HSP requires that any 

lost aid is replaced with the exact same device that was lost unless it is no longer available 

or, for partially subsidized devices it is no longer affordable. 

The only other exception to the “same device” rule is if there is a significant change in 

circumstances. This may also require the provision of a medical letter in support of the 

change. 

Ear Wax Management 
ACE Audiology is a comprehensive hearing health care 

provider. 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 nor does the Hearing Services Program. 

Veterans, Gold and White cards (for specific disabilities) 

can claim retrospectively from the DVA on a form we can 

supply. It is helpful to include a doctor’s request for wax removal but not essential. 
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Australian Government Hearing Services Program 

Client Rights & Responsibilities 
 

You have the right to 

Respect 

Be treated with respect, dignity and consideration by all staff involved in your hearing care 

Access 

Choose and change your hearing services provider. Request a copy of your health information 

Safety and Quality 

Receive services from an appropriately qualified practitioner. 

Communication 

Be involved in decisions with your provider about your care. Be informed about hearing services and 
all costs in a clear and open way. Be informed of any preferred supplier arrangements which may 
influence which hearing device is recommended to you. Receive a written quote for hearing devices 
fitted, with device details, costs and information on maintenance and repairs and the return period. 

Informed Choice 

Receive certain services via telehealth if you prefer. Understand the device options available to you 
and be fitted with a fully or partially subsidised hearing device, if a hearing device is recommended. 
Be given the option to take up an annual maintenance agreement for you hearing device for a small 
fee. 

Privacy 

Have your personal information stored securely and confidentially 

You are responsible for 

Respect 

Treating your service provider, staff and other clients with respect and courtesy. 

Disclosure 

Disclosing relevant medical information about yourself, including general and hearing health. 

Participation 

Taking part in your ongoing and follow up care, attending appointments and notifying your service 

provider 24 hours in advance if you cannot make your appointment (late cancellation fees may apply) 

Using and adjusting to your devices and any communication training provided to you. 

Giving Feedback 

Raising any issues or concerns with your provider about services, your hearing loss or with your 

hearing devices. Commenting on you care and having your concerns addressed. 
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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 I 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 I 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 I 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.  

file://///central.health/DFSGroupData/Sites/CO3/CO/RPGD/OHS/SSS%20Restricted/Comms%20and%20Stakeholder%20Engagement/Web%20Team%20Folder/1%20About%20the%20program/Factsheets/DOH%20Logo/Websphere/hearing@health.gov.au
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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”. 
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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’s in 
psychology from Queensland University of Technology, 
mastering English in the process.  She then pressed on to 
complete her master’s in clinical Audiology from Macquarie 
University and then completed her Doctorate from Arizona 
School of Health Science. 
 
Women are often challenged establishing a business alone. 
It took a lot of hard work and there were many barriers to 
break through before she could rest comfortable that her 
Bulleen clinic was on a sound footing. She is delighted to now expand her service 
offerings to Ivanhoe.  
 
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 and was sold 
to Sony Pictures Classic. Cannes best actor 2022, Zar 
Amir Ebrahimi plays the lead role of Shayda and has 
received many glowing reviews of the film and her 
performance of the role. It is on general release from 
October 2023 in Australia after showing at the 
Melbourne International Film Festival. 

 
In August 2023 Shayda was Australia submitted Shayda for nomination 
consideration for the Oscars Best International Film competition decided in 2024 
 
 
 
[Pictured left to right. Noora Niasari (Writer/Director Shayda), Zar Amir Ebrahimi 
(Cannes Best Actor 2022) and Dr Yazdaneh Galt – taken “Red Carpet” World 
Premier Event – Park City, Utah, USA Jan 23] 
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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. 
 
Outside of work Jonathan scuba dives 
particularly in search of scallops and 
abalone.  He enjoys gardening and reading 
about balance disorders and treatment. He 
has a keen interest in AI and its application to 
Audiology. 
 
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 for 11 years and as a State Branch President for 4 years. 
 
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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Document Receipt Confirmation 
(This document/page becomes part of your clinical record) 

DETACH THIS PAGE AFTER SIGNATURE BY CLIENT & SCAN TO FILE, ALTERNATIVELY A READ RECEIPT 

IF RECEIVED BY EMAIL WILL SUFFICE. 

 

RE: WELCOME PACK FOR NEW AND RELOCATED HEARING SERVICES 

PROGRAM CLIENTS. 

The Hearing Services Program places a number of positive obligations upon its contracted 

service providers, including the provision of printed materials, declarations, your rights and 

responsibilities and how to make a complaint.  

The document also contains important information about limits to services on the voucher 

and items outside the program that you may be invoiced for. 

ACE Audiology consolidates its contractual obligations into our “Welcome Pack for New and 

Relocated Hearing Services Program Clients”. This document is provided to all new and 

relocated clients. It is recommended you review its contents and keep it in a safe place for 

future reference. 

We have also taken the opportunity to provide you also with broad Hearing Services 

Program information around Maintenance Agreements. These can be a little complex 

following recent program changes and the information should help you understand the 

process a little more should you have a query or interest. 

This document is a formal acknowledgement that you have received the abovementioned 

document. 

 

DATE OF RECEIPT: 

NAME OF RECIPIENT: 

SIGNATURE OF RECIPIENT: 


