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Phonak Remote Support

Phonak Remote Support allows hearing care professionals (HCPs) to support their clients' listening
needs through virtual appointments. This includes adjusting their hearing aids in real-time and in
everyday listening environments using the myPhonak or myPhonak Junior app. In addition, HCPs
can also use Remote Support to counsel their clients on topics such as acclimatization, strategies
for improved communication and hearing aid care/ maintenance without the client needing

to go into the clinic. The Remote Support appointment can be done using the built-in video
conferencing option or using an alternate video conferencing platform. Remote Support enables
clients and HCPs to interact with each other, allowing the HCP to provide a service approach
customized to their clients’ individual needs. In addition, Remote Support accommodates clients'
busy lifestyles and removes barriers to care such as time, distance, and mobility.
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Below are the frequently asked questions about using Remote Support.

Equipment and Preparation

What does the client need for Remote Support?

- Phonak direct connectivity hearing aids*

- Smartphone supporting Bluetooth® Core 4.2, i0S 13.0 or newer, or Android 7.0 or newer

- Stable internet

- Access to the Apple Store app or Google Play app to download the myPhonak or myPhonak Junior app
*Phonak Audéo™ B-Direct hearing aids not compatible

What equipment do | need for Remote Support?

* Phonak Target fitting software. Target version 8.1 or newer required. Target version 10.1 or newer provides additional features
for video conferencing

» For the best Remote Support experience, Target 11.0 and myPhonak 7.2/myPhonak Junior 2.0 are recommended. Not all
features described here are available for myPhonak Junior 2.0.

* Webcam and a microphone or headset when using either the in-built or alternate video conferencing option

Note: Webcam and microphone can be integrated or external. Using a headset can result in better sound quality

e Stable internet connection with at least 5 Mbps of data transfer connection for uploads and downloads

Note: After setting up for Remote Support, a system check is recommended: [Remote Support & In ternet]

> [Internet services] > [Test Internet connection]



If you have difficulties establishing a Remote Support video call connection, this could be due to firewall issues. Companies with
a firewall in place might block outgoing connections such as video calling during a Remote Support session. We have compiled
a list of IP addresses used for Phonak eServices, required for a Remote Support session. Please contact your local Phonak
representative for more information.

Alternatively, Remote Support appointments can be undertaken with an alternate video conferencing platform including one that
is used or supported by your company. This feature is available with Target 101.1 and newer and myPhonak 7.1 and newer.

Setting up Remote Support

There are different options for conducting a Remote Support appointment S s T s
with your client. These options depend on how you have setup Remote § == j 5=
Support in Target (Target 10.1 and newer).

Go to Setup > Remote Support & Internet > Remote Support and select the

‘Allow connections..." checkbox to access with and without audio/video. T
When this box is checked you will have the option of conducting an audio/video call with your client through myPhonak ‘with
audio/video' or by using an alternate video conferencing platform by selecting ‘without audio/video'.

Note: your client needs to have myPhonak 7.1 or newer to be able to access the Remote Support appointment with an alternate
video conferencing platform. This feature is not available in myPhonak Junior.

Any platform that the client is comfortable with. Eg. Skype, Teams, Google Meet, Zoom, even an internal business platform. With
these platforms HCPs and clients can make use of specific features such as live captioning and background effects.

Yes, to ensure that you are connecting to the correct client, the client will receive — E - —
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a 2-digit code when they start the Remote Support session. When this code is put e _
into Target by the HCP, it ensures that the HCP is connected to the correct client.

1. During the first fitting in-clinic appointment, using Target version 8.1 or newer,
a unique code is automatically saved to the hearing aid. This unique code
allows the hearing aids to access Remote Support in the app. After the settings
have been saved to the hearing aids, a "Remote Support enabled" checkmark
will appear.

Close session

Successfully saved

Hearing aids

L: Audéo 190-R (SN: 2424H02T2) Battery level: Good

2. The client needs to download and set up the latest version of the myPhonak or
myPhonak Junior app:

R: Audéo 190-R (SN: 2424H02T9)  Battery level: Good
Enable "Remote Support"

Database

myPhonak myPhonak Junior



Ensure the client's smartphone is connected to the internet, as this is required the first time the hearing aids are connected to
the app and for re-pairing after a Target session is saved in the hearing aids

Connect the hearing aids to Target, go to [Device options] > [Bluetooth] > check [Delete pairings], and save the session to the
hearing aids

Have the myPhonak or myPhonak Junior app downloaded and their hearing aids paired to the app
Ensure their hearing aids are fully charged or have new batteries in before the appointment
Check their smartphone is fully charged

Be able to access stable and good internet connection

Starting a Remote Support session

A Remote Support session will automatically start when you and the client are both in the Remote Support session.

To start the remote support session open Target, select the appropriate client and session and click on the [Start "Remote
Support" [ "with audio/video" [ "without audio/video"] Button. (See setting up for Remote Support above)

Remote Support Remote Support

Paired to phone (K with audio/video  [ZA without audio/video Paired to phone C* Start "Remote Support"

For the client to access the Remote Support session:

myPhonak app
1. Open the myPhonak app and make sure their hearing aids are on and are connected to the app

2. Click on [Support] > [Start a session] > [Start Remote Support]

myPhonak Junior app
1. Open myPhonak Junior app and make sure their hearing aids are on and are connected to the app

2. Scroll down and select [Remote Support] > [Remote Support] > [Start]

During a Remote Support session, the sound from the HCP is played from the client's smartphone speakers. This is because the
hearing aids are using the phone's Bluetooth to communicate with Target. Clients or caregivers/parents should be able to hear
sounds from their smartphone speakers and/or be able to lipread. A family member, friend or caregiver can also support the client
with communication if needed.

Remote Support provides clients with the flexibility of having their hearing aids adjusted in any situation they would like improved.
A Remote Support session can be performed as long as the client has access to a good internet connection and can hear and/or

lipread their HCP during the session. If the client is in a challenging environment for the Remote Support session, it is recommended
to suggest to the client to move to a quieter area to allow for easier communication.



Adjustments during a Remote Support session
Which hearing aid adjustments can be made using a Remote Support session?

Possible action Belong Marvel Paradise Lumity Infinio

Basic programming
functionality including but

not limited to:
Gain change Y Y Y Y Y
Creating manual programs Y Y Y Y Y
AudiogramDirect Y Y Y Y Y
Changing device options Y Y Y Y Y
Reset Trial period Y Y Y Y Y

Yes
Feedback €t real ear test N N N N With Infinio

Ultra upgrade

How can feedback problems from the hearing aids be managed in a Remote Support session?

Performing a feedback test can be used to manage feedback in Audéo Infinio devices through Remote Support as a temporary
solution. It is recommended that the client attends the clinic when possible to ensure they are getting the best sound from
their hearing aids.

For devices other than Audéo Infinio, the following steps can be performed as a temporary measure until the client can attend
an in-clinic appointment. The following recommendations should be used as a temporary solution only. It is important to
advise your client to have their ears checked for wax by their doctor or hearing care professional.

* Ensure WhistleBlock is on. [Fitting] > [Feedback &t real ear test] > [Turn all on]
¢ Adjust the strength of WhistleBlock. [Fitting] > [Fine tuning] > [Program options]
¢ Reduce gain in the high frequencies

Connection
What can a client do if their hearing aids are no longer connecting to the myPhonak app?
1. If the hearing aids have previously successfully paired with the myPhonak app but will not

connect again, remove all Bluetooth connections to the smartphone including the Bluetooth il
Low Energy (LE) pairing. l) (

My hearing aids

* i0S: [Settings] > [Bluetooth] > [*name given to hearing aid in Target*] > [Forget This Device]

* Android: [Settings] > [Connected devices] or [Device Connection] > [Previously S s 30310
connected devices] or [Bluetooth] > [*name given to hearing aid in Target*] > [Forget This fotereciersigheshot sl
Device]

[ Forget my device(s) ]

2. Delete the hearing aid pairing within the "Devices" section in the app and restart the app
[myPhonak app] > [Product Information] > [Forget my device(s)]
Note: After in-clinic hearing aid adjustments, internet access is required for the first time when
connecting to the app.



What should | do if the hearing aids do not connect to Target?

Check your internet connection, click on [Remote Support & Internet] > [Internet services] > [Test Internet connection]

Ask the client to:

e Check their internet connection

®  Make sure their hearing aids are connected to the app

® Ensure there is sufficient battery for their phone and hearing aids

*  Remove the Bluetooth Low Energy (LE) pairing between the hearing aids and the smartphone

* Delete the hearing aid pairing within the "Devices" section in the app. Restart the app and repeat the pairing process
between the hearing aids and the app

What happens to the hearing aids if the connection is lost during the Remote Support session?
If there is a connection interruption during the Remote Support session, the hearing aids will return to the settings before the
Remote Support session.

How long does it take for the hearing aids to connect to Target?
When pressing the [Connect] button in Target, it can take up to 2 minutes for the hearing aids to connect. For this reason, it is
recommended to connect the hearing aids to Target as soon as the Remote Support session is started.

Audio and video

What happens if there is no video from my webcam?

This could be due to having the incorrect camera selected if multiple cameras are available, e.g. an integrated camera
and an external camera. Click on the drop down menu next to the video icon to select the camera you wish to use.
Alternatively, you might have selected the 'without audio/video' option.

Note: It can take up to one minute for the video connection to be established.

What happens if | cannot hear the client?
Ensure your computer sound settings are correctly configured to the microphone you wish to use. This can either be changed
on the taskbar or via your computer settings.

Microsoft Windows:
Option 1: Left click on the sound icon within your taskbar and ensure the correct playback device is selected.
Option 2: [Start] > [Control Panel] > [Hardware and Sound] > [Sound].

MacOS: [Apple menu] > [System Preferences] > [Sound] > [Output].

What can be done to improve poor video or sound quality?

Poor video and sound quality could be due to a poor internet connection. Within Target, the internet connection and Remote
Support connection can be tested by clicking on [Setup] > [Internet] > [Test internet connection] > [Connection test]. The issue
could also be due to a poor internet connection from the client. Asking the client to switch to a better/ more stable internet
connection may improve the video or sound quality. In addition, having an external headset and webcam can enhance the
sound and video quality for the client. When conducting a Remote Support appointment ‘with audio/video' through myPhonak
7.2 and Target 11.0 the HCP can turn off the client's video when the signal quality is poor. This maintains the video for the
client to be able to see the HCP while using the available bandwidth to stay connected to the hearing aids.

The Bluetooth® word mark is a registered trademark owned by Bluetooth SIG, Inc. and any use of such marks by Sonova AG is under license.
I0S is a trademark of Cisco Technology, Inc. Android and Google are trademarks of Google LLC. iPhone is a trademark of Apple, Inc.



