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This change has been significant, necessary and
planned. The decision to create and implement a
strategy that reimagined the focus and structure
of the organisation marks an exciting new chapter
for our work.
In June 2020, the practical application of strategy
was approved by our members, confirming
the steps forward through adoption of a new
Constitution, a change to legal structure to
become an Australian Public Company Limited
by Guarantee, and a change in focus, name, and
consequently branding.

CHAIRPERSON’S
REPORT
I am honoured to have joined the Board in
November 2019, and excited to have had
the opportunity to work with the Board and
management team to jointly lead Better Hearing
Australia (Vic) through the period of intense
innovation and transformation that has brought
about a reimagining of what the organisation can
be as Soundfair.

In conjunction with all these changes, the
organisation remains committed to honouring the
legacy of our 87-year history and ensuring that
the centrality of lived experience determines and
informs everything we do.
As the organisation has changed, so has the
Board. This year the organisation welcomed new
Board members Ross Green, Alana Doyle and
myself who joined Kim Turudia, Dianne Semmens
and James Caws.
My heartfelt thanks to Kim Turudia who stepped
down from the chair position after 18 months
in the role, and continues as a Director and as
Deputy Chairperson. On behalf of the Board I
would like to acknowledge and thank those who
stepped off the Board this year: Suzette DelaCruz Regalo, Alana Doyle, Paul Centofanti and
James Caws.

I want to make special mention of James Caws for
serving for more than three years with the Board
and bringing the organisation through several big
changes over this time.
Of course, the powerhouse of the organisation
are our skilled and dedicated team, led by our
Chief Executive Officer Dr Caitlin Barr. I want to
thank Caitlin and the team for the incredible work
achieved this year, especially given the challenges
of the COVID-19 pandemic. Our collective ability
to pivot and be agile is a testament to the Board
members, Caitlin, and the extended team.
As a Board we are up for the challenges that
the rest of 2020 and 2021 will bring. It’s been an
exciting journey of transition – but it is really only
the beginning.
We are purposeful in our resolve to eliminate
the social and emotional impacts of hearing
conditions. It’s time to make this happen.

CHRISTOPHER CARTER
GAICD, FIML
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CEO’S
REPORT
If I were to capture this financial year in
two words, it would be imagination and
transformation. It is safe to say, 2020 will forever
be remembered as unique and trying, due to our
experiences of the first wave of the COVID-19
pandemic. Here at Soundfair, we found ourselves
well positioned to embrace the volatile world
around us. In fact, we had planned for a year of
imagination and innovation, transformation and
change: imagination and innovation in re-shaping
our programs and services; transformation in
changing our name and visual identity to reflect
our current and future impact. Sounds fair to us!
Our new name and identity
As Chris articulated, this year was particularly
big, as we undertook a transformation from
Better Hearing Australia Victoria, to Soundfair
Australia Ltd. The Board’s decision to make this
change marked an exciting new chapter for
our 87-year-old organisation. In June 2020 this
transformation, as approved by our members,
included becoming an Australian Public Company
with a new Constitution; a change in focus,
name, and branding; and, transformation of the
programs and services we offer. In June 2020,
Better Hearing Australia VIC become Soundfair
Australia Ltd (trading as Soundfair).
Streaming the event meant that people from
across Australia could join us. In total, the event
was viewed more than 500 times. As part of this
online event, I presented the ‘why’ of Soundfair –
to Empower Hearing Equality – and we illustrated
why change is needed to ensure that the vast
unmet social and emotional needs of people
with hearing conditions are addressed. We were
delighted to have several advocates on board for
the launch, including the Hon Mark Coulton MP,
who said ‘It’s important that we recognise that
the needs of people with hearing loss and it’s
important that we as a government have policies
to address these issues.”

Along with the creative studio Malt, we undertook
a co-design process to curate a new identity for
Better Hearing Australia VIC alongside members,
staff and community members. Across several
workshops and meetings, the core values of
Better Hearing Australia VIC, and the passion and
dream for the future were combined. Soundfair
was crafted, along with our new logo, to centre
the voice of people with hearing conditions. As
someone with a hearing condition, it is only fair
that I am not faced with barriers that limit my
ability to participate in life due to my hearing loss.
The notion of fairness and equality speaks to the
strong roots Better Hearing Australia VIC has in
benevolent endeavours and to a contemporary
movement across society. This use of a question
mark inside an ear, again was a considered choice.
The question mark indicates the importance of
asking questions – of starting conversations - to
catalyse change. It asks: “does this sound fair to
you?” “are you/is the system/society empowering
hearing equality?”.
Though our plans for an in-person launch were
changed due to COVID-19, our online launch
was a success. Support for our transformation
and our bold vision, came from the philanthropy
sector, innovation, audiology profession, politics,
academia, and people with lived experience.
This highlights the value Soundfair places on
collaboration and bringing people together to
centre on people with hearing conditions. The
second half of our launch was a panel discussion
facilitated by John Huigen, with panellists David
Brady (Hear For You and Deafness Forum of
Australia), Kate Disher-Quill (photographer and
author of Earshot) and Mark Truong (audiology
student and founder of Hear Me Out Podcast). This
conversation focussed on the leadership needed
to make change across the hearing sector and
society to empower hearing equality. Highlights
included revealing that we all have a role to play in
being leaders, irrespective of our job or title, and,
being reminded by all three panellists there is a
strong sense of the need for change. I share my
heartfelt thanks to all involved in this event.
Our impactful work
While becoming Soundfair was a notable
milestone in the year, there were many
achievements in our daily contributions to
society. A key goal of the year was to increase

the number of people we could support through
our Hearing Bank by increasing donated devices
and increasing clinical appointments. We were
successful in both these goals, having received
a record number of donated devices, many from
organisations and families new to us. We thank
you for your generosity and kindness. Across the
year, we were able to continue to provide no or
low-cost hearing services to people through our
Hearing Bank. Many of these people were seeking
asylum or refuge or were unable to enter the
workforce without hearing aids. Our Hearing Bank
program is presently unfunded and in order to
continue this work, we are seeking opportunities
to collaborate and gain support.
Another core project for this year was developing
an innovative model of hearing care that
challenged the notion that people with hearing
conditions are just ears, or that devices are the
only solution. In January 2020, we were honoured
to bring together a group of experts from
across Australia to participate in a co-design
workshop hosted by the Impact Assembly (of
PwC) to reimagine hearing care. More details on
this workshop can be found in Jessica’s report.
I was moved by the impact bringing together
lived experience, academic, clinical, policy and
professional issues into one room for the purpose
of improving the lives of people with hearing
conditions. This marked the first of many projects
whereby we use human-centred design (or codesign) to ensure our programs and services
meet the needs of people with hearing conditions.
Collaboration is core to Soundfair’s work. Across
the year, we continued to work well with the Better
Hearing Australia branches. Though Soundfair
is no longer a member of the Better Hearing
Australia group, we look forward to continued
collaboration and mutual support. From an
international perspective, Soundfair continued
its strong values alignment with the Ida Institute,
Denmark and signed an MoU to mark our ongoing
commitment. Ida Institute and Soundfair have
already together developed a tool for the public
to use when seeking hearing health – the Hearing
Diary. I was also delighted to represent Soundfair
on the Patient-Centred Hearing Network
(PCHN), an international network of more
than 40 consumer organisations, universities
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and professional organisations committed to
improving hearing care. This network is facilitated
by the Ida Institute, and has connected Soundfair
with valuable partners across the world. We look
forward to continuing our work here.
Advocating to remove systemic and societal
barriers is essential to empower hearing
equality. Over the year, we were involved in
several advocacy projects. Notably, we joined
a group headed by Cochlear Ltd, to advocate a
change in funding from the federal Government
for people aged over 65 wearing cochlear
implants. The current funding allows for people
with less significant hearing loss to receive
updated devices every five years, whereas
there is no provision of funding for adults who
use cochlear implants to have their device
updated, despite significant improvements in
technology. This coalition approach gave us,
along with two outstanding people with lived
experience the opportunity to meet with the
Hon Minister Coulton, MP, Hon Minister Colbeck,
MP and senior advisors for Hon Minster Hunt at
Parliament. An excellent outcome of this work
is that the Government has funded a research
trial to evaluate the real-world improvements in
communication and quality of life for people over
65 with CIs with updated devices.
Operations
As an organisation-in-transformation, the
Soundfair team continues to evolve. The
leadership team adapted expertly to working
collaboratively and from home in a challenging
environment. By living the Soundfair values, this
team is developing several exciting programs and
initiatives that are core to Soundfair’s impact in
the future, and to creating a place of belonging
for people with hearing conditions.
We welcomed several new people to the
More Than Just Ears Team: Madeleine Lang,
audiologist, joined us as a Connection Coach
and is responsible for seeing all our clients in our
clinical offerings and developing our new hearing
care model. Dr Siobhan McGinnity, audiologist,
also joined as a Connection Coach with a
specialist focus on tinnitus. Siobhan has worked
hard on developing our community initiative,
Tinnitus Australia.
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Due to COVID and changes in our structure, we
said goodbye to three audiologists who had made
a wonderful contribution to our organisation.
I would like to recognise and thank Natalie
Braude (community education audiologist),
MaryAnn Law (clinical audiologist) and Jack Leigh
(clinical audiologist) for their time and how they
supported many people with hearing conditions
through their work.
The Board of Soundfair (then Better Hearing
Australia VIC) has evolved across this year and
have remained a strong and visionary board.
I would like to acknowledge the continued
focus on people with hearing conditions and
strengthening the impact of the work we can do.
This year we welcomed new Chair, Christopher
Carter. I am delighted to be working with the
Board and Chris as Chair this year and into the
future to envision a world of hearing equality.
Acknowledgements
Much of the work Soundfair does can only happen
due to the support of generous individuals
and organisations. Thank you to the numerous
people who volunteered their time and energy
to Soundfair by attending our workshops or
participating in insight-gathering interviews.
I would like to highlight the work of member
Victoria Didenko, who was the recipient of the Bib
Trumble outstanding volunteer award (from Better
Hearing Australia VIC) and the Illingworth Award
(Better Hearing Australia – National) in 2019. We
received several generous donations throughout
the year. We were fortunate to cross paths with
Anton Gaudry of Give52. Give52 is a fantastic
initiative whereby they donate to a different
charity each week of the year. Our donation was
used to support six months’ worth of hearing aid
fittings via our Hearing Bank. What a wonderful
gift; thank you. I would like to specifically draw
attention to and thank the Huigen extended family,
who donated to Soundfair in lieu of flowers on
the passing of Hendrika Huigen (7/1/38–1/1/20).
Hendrika lived with hearing loss, and her family
recognised the substantial impact it had on her
wellbeing and connection.

of Health for the continued support through the
Community Home Support Program.
I’d like to acknowledge our collaborators,
supporters and friends across Australia:
the Deafness Foundation, Deafness Forum
of Australia, Hear for You, Hearing Matters
Australia and the Better Hearing Australia
branches; Audiology Australia, HAASA, ACAuD
and the Hearing Business Alliance; the University
of Melbourne, University of Queensland,
Macquarie University, Swinburne University,
University of Western Australia, Institute of
Social Neuroscience; and, the Impact Assembly,
Rowboat, Access Ability Australia and Cochlear.
I would also like to specifically thank Dr Elaine
Saunders for her generous and ongoing support
of Soundfair.
Looking forward
As this financial year was much about setting the
foundations for the new chapter for Soundfair,
2020–2021 financial year is about implementing
and trialling our exciting offerings and making
an impact. In the year ahead, Soundfair will have
developed, and commenced implementation of
a novel person-centred model of hearing care;
reimagined our Hearing Bank, and how we can
nationally better serve people who are most
vulnerable and under-served in hearing care;
worked alongside community organisations to
develop culturally meaningful supports about
hearing conditions; grown Tinnitus Australia,
and become a place where people who are
passionate about hearing equality, and who live
with hearing conditions can belong, be heard and
be celebrated. We look forward to sharing this
journey with you.

DR CAITLIN BARR

I would like to thank the Department of Health
and Human Services for the extension of their
Information Services Grant, and the Department
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Deeply ENGAGE with people
(not just ears) who have
hearing health conditions, with
the public and the sector.

We will grow and nurture an army of supporters
made up of the community, professionals,
organisations and government.

CREATE the future of hearing
experiences by taking a truly
person-centred and a wholesystems approach.

Using co-design and inclusive principles, we will
innovate to deliver hearing care that sets new
standards of person-centred experience

•
•
•

•
•
•

SERVE

SERVE people impacted by
hearing health conditions.

•

CATALYSE

The current system of devices on ears isn’t
serving people well enough
We will create a new way of delivering hearing services.
This new methodology will create awareness, understanding and empathy.

Our programs fill a gap in current services for
the public broadly, but also offer unique services
for people who otherwise miss out or who are
disadvantaged financially, educationally or
culturally.
•

CATALYSE change in the
system and the community to
be focussed on what people
really need to be connected
and healthy.

Whole-system approach
Build our networks and bring others along
Ensure we understand and deliver on the
needs and expectations of these people.

We exist to serve the needs of people who
are impacted by hearing conditions
We have a particular passion for ensuring
the needs of those most vulnerable are met.

We provide the essential link between people with
hearing conditions and government, policy and
service providers. We lobby, agitate, and question
the status quo because we represent those with
hearing conditions.
•
•

•

We are passionate about change
Instead of being geared to what is best
for people, the system is geared towards
providers’ preference, profitability and
systemisation
Stigma and limited access to quality information, services and support means that
the community as a whole doesn’t act on
hearing conditions despite the impact on
health and wellbeing

soundfair.org.au
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ENGAGE
As an organisation with an 85-year history of membership and
serving the community, Soundfair is proud to be facilitating
the hearing equality conversation – through media, events,
publications, social media and supporting our tribe to share their
stories. The first half of the year was rich with in-person events
that fostered connections, including the AGM held in November
at the Ear and Eye Hospital, which saw the launch of the 20192022 strategic plan, and a celebration of the Tinnitus Australia
Alliance in December.

Clear masks aid clear communication,
a message Soundfair shared on social
media and ABC radio.

We celebrated World Hearing Day, 3 March, with an in-depth discussion on ABC Nightlife with Brent
Edwards, Director of National Acoustic Laboratories, about hearing aids, holistic care, and why we need
to bring the social and emotional impacts of hearing conditions to the centre of the conversation.
Much of this reporting period was devoted to the transformation of BHA(Vic) to Soundfair, as
engagement with community, stakeholders and members was vital at every step. This transformation
process was far more than skin deep, with a strategic realignment to centre lived experience and
catalyse change across society.
The online launch event in July was a resounding success and our gratitude and thanks go to the
Pionear Advocates who spoke compellingly about the importance of Soundfair’s message:
•
•
•
•
•
•
•
•

Nick Boulter, Associate Principal, Acoustics, at ARUP
the Hon Mark Coulton MP, Minister for Regional Health, Regional Communications and Local
Government
Kate Disher-Quill, photographer and author of Earshot
Anton Gaudry, Founder Give52
Sharon Giblett, Instructional Designer
Professor Louise Hickson, University of Queensland
Associate Professor Elaine Saunders, Swinburne University
Christopher Wilson, Koda Philanthropy and Social Capital

Social media was integral to Soundfair’s launch and we added Instagram to our channels to ensure that
the hearing equality message can reach a broad demographic and we can continue to grow our tribe of
supporters. Our established presence on Facebook, LinkedIn and Twitter already ensures that Soundfair
has mindshare with key audiences in the community, audiology profession, and advocates and media,
respectively. With a pivot to video for the launch, YouTube also proved itself an important channel for
Soundfair.

Minister Mark Coulton spoke
eloquently about advocating for
people with hearing conditions at the
Soundfair launch event.

With COVID19 restrictions in place for the second half of the year, the importance of facilitating
social connection online and new advocacy messages came to the fore. In particular, with a survey
completed during lockdown, Soundfair engaged with our community to highlight increased feelings
of social isolation. We also shared communication strategies that can help overcome the additional
barriers in place during COVID. As a result of Soundfair’s advocacy activity on clear masks to aid clear
communication, Dr Caitlin Barr was interviewed by Rafael Epstein for the ABC Radio Drive program.
The 2019–2020 financial year was foundational for Soundfair and we enter the 2020–2021 financial
year well placed to deliver the ENGAGE, CREATE, SERVE, CATALYSE strategic plan by reaching
new audiences, advocating loudly and effectively, sharing stories and leading the hearing equality
conversation nationally.

soundfair.org.au
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PUTTING STORIES
OF LIVED EXPERIENCE
AT THE HEART OF
SOUNDFAIR

I’m Chrissy. I’m child number two of four and
willing to help my folks to have a better end
of life.
Mam and Dad have only been in Melbourne for less than five years, so finding
a balance of life for them here has been a learning journey for them and me.
I used to live in Sydney and it took me a few years to find I like regional life as
opposed to city life (although this could also be because of age!)
In June this year, Mam was diagnosed with MND ALS and dementia. She
went into aged care two weeks ago. Needless to say, doing anything like this
is fraught with anguish and sensitive issues and emotions. Dad was placed
with my brother in June, two days after Mum went into hospital not to come
home. Dad saw her this week for the first time in 5 months.
Dad is 80 years old and has had industrial deafness a very long time. I hadn’t
noticed how hard he was struggling till I became his and Mam’s carer. I was
always aware that hearing loss had isolated Dad from social gatherings, and
now that he is going blind – his confidence and self-worth have taken a dive.
Now he relies on me for looking and fixing all the little things.
While Dad was away, he was recuperating with help from My Aged Care, who
awarded him an 8-week recuperative course of intense physio to rebuild
muscle and gain a little more use of his arms.
Chrissy realised her father’s deafness was causing him to withdraw. It was
late last year we found out about Soundfair and it was through an RN from
Ballarat who introduced us to the most amazing group of people who could
help an Irish/Australian just on an international pension and no health
cover. We love Maddi and Prue and Jess!
Not saying it’s easy, but anything you do has consequences – good and
bad. I’m a volunteer with the Western Community Alliance Church in a variety
of roles. Doing this social takeover of Soundfair is so exciting as I want to see
what we can do for people like dad.
Something I’d like to say is that face masks don’t cater to the deaf,
particularly when they rely on lip reading. Pop has struggled fiercely. So,
coming in to see Maddi – Pop is so excited.
Overall, society and their perceptions regarding people with deafness need
to change. Just because someone’s deaf doesn’t mean they are not clever
and great conversationalists. Not everyone’s disability is visible, so be careful!
Don’t assume.
In the end, the way we can build a more inclusive society is by building by
example. I’m on a health care journey myself and over the next two years I
hope to achieve a work–life balance.
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My name is Hannah and I’m now twenty one. I’ve
had hearing aids since I was two-and-a-halfyears old.
My experiences with hearing aids has been a rollercoaster journey to say the
least. I’m grateful for the fact that I can hear with the support of hearing
aids, but I am definitely still learning how to deal with the frustration and
anxiety-provoking situations that arise. Growing up all I wanted was to be
‘normal’. I’ve now realised that there is no such thing as normal and we are all
different in some way and that is what makes a person truly themselves.
Hearing aids are becoming increasingly ‘invisible’ and in my experience this
comes with it’s own pros and cons. As much as younger me (and sometimes
still me now) likes the fact that they are difficult to see, it requires a great
deal more self-advocacy when communicating with others. With the common
misconception that hearing loss occurs in the elderly, strangers naturally
assume I can hear them. I have gotten somewhat better at telling people
when I can’t hear them or that I’ve got hearing aids or I can’t hear behind me
etc. But self-advocacy for me is difficult, I don’t want to draw attention to
myself and I most definitely don’t want to draw attention to a part of me that
I’m still coming to terms with.
However, the major point of frustration comes from when people are rude
about it and make me feel like it’s my fault for not hearing them. Whilst I can
now tell myself it’s their problem and not mine, it is incredibly disheartening
to open up about my hearing loss and have someone essentially tell me they
don’t care. So the next time someone doesn’t appear to hear you, be patient,
assure you have their attention and try to communicate again. It can be
the little things you do to change your way of communicating that has the
greatest impact on someone with hearing aids. And any efforts to try will
always be noticed and appreciated.
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Hi, my name is Maxine and this is my story.
In 2016 I came down with a virus infection. When, after six weeks, I still felt
like my left ear was blocked 24/7, I decided to do something about it. I was
referred to an ENT who sent me off to have a hearing test and an MRI – just
to rule out an acoustic neuroma. He said it was a very slim chance as it was
very rare, but had to rule it out. I had the scan and it turned out; I did have
a moderate-sized neuroma. I panicked. My anxiety went through the roof.
What did this mean? What was in store for me? It was not something nice to
think about.
The ENT doctor referred me to a specialist surgeon. He was a lovely man
that talked me through all of my options and recommended that I have the
neuroma removed within a short time span, as it was putting pressure on
my brain stem. I had already lost a significant part of hearing in the affected
ear and was conscious that my balance was going to be severely impacted.
After various consults with the specialist surgeon and his team, I made
an informed decision to undergo a surgical procedure that would provide
optimal outcomes for tumour removal but, unfortunately, would leave me
with a permanent hearing loss in my left ear.
Before the procedure I felt that my hearing loss was so already significant
that losing my hearing entirely wouldn’t have made much of a difference.
It was a huge awakening when I did lose it. It was a huge difference. When I
woke up from the surgery, I was positioned to lie on my right, which was my
good hearing side, due to surgery on the left ear. Therefore, I could not hear
anything around me. I had no balance whatsoever and I had temporary facial
paralysis. Combine them together and it’s a significant impact on your life. I
couldn’t drive for several months and it took probably six months until I fully
regained what I had lost, but the hearing loss was permanent. I tried hearing
aids six months after the surgery, but I took them back as they did not
provide me the quality of life I was hoping for. I was disappointed that I didn’t
get a cure – nobody told me what the hearing aids would and would not do.
Having hearing loss has been an interesting journey. I am extremely grateful
to the team at the Alfred Hospital where my surgery was conducted, but I
wish I had had an opportunity to talk with an audiologist that could’ve given
me information before and after the surgery about the impact hearing loss
would have on my quality of life. Reflecting back now, it would have been so
helpful to have been equipped with coping strategies. Before the surgery, I
would’ve jumped at the chance of going to social gatherings. Afterwards,
I did anything to avoid those situations. It is not as simple as accepting an
invitation anymore as I have to strategise everything I do in a public space.
Will I be able to hear the conversation? Will the tinnitus be worse afterwards?
But strategising on my own didn’t work to be honest. How do you strategise
peak hour in a restaurant? You just can’t.
I went through grief until I came to accept that this is my life now. It has
probably taken me two and a half years to get there. But now I disclose my
hearing loss to people and advocate for my needs. I also pour this lived
experience into my professional role as an owner and operator of a business
within the disability sector. I feel it is important for me to choose to share
my story so that people hopefully reach acceptance before I did. Creating
awareness and receiving understanding is first and foremost on the journey
of healing.

soundfair.org.au
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CREATE
The create strategy has two key objectives: to create change
by showing how we can implement sustainable solutions
and services to better meet the needs of those with hearing
conditions; and to create an innovation pipeline to fuel
organisational growth and impact. The year saw the create
stream transition from a period of discovering opportunities
through to developing priority projects. An early objective was to
embed a culture of innovation across the organisation and build
capability in human-centred design practices. This was achieved
through a series of in-house training sessions and design
workshops that were held across the year.
A core tenant of the human-centred practices we use is placing the person with a hearing condition at
the centre in order to understand their experiences and needs. Therefore, structured conversations
with people with lived experience formed the primary method to identify the key innovation opportunity
and priority areas in our ‘discovery’ phase. We held in-depth interviews with as many people with hearing
conditions as we could and combined this with research, evidence and other stakeholder interviews.
Key themes emerged around the need for supports to help people navigate the complexities of the
hearing sector, access to services for those who are not eligible under current funding programs, the
need for trusted advice, a ‘whole of person’ approach to hearing services, including social and wellbeing
supports (to complement the diagnostic and device centric solutions already available), and the desire
for follow-up and smooth integration with other relevant services and health professionals.
These insights formed our major project for 2019–2020, which was to ‘reimagine whole-person, personcentred hearing services’. The Impact Assembly (a not-for-profit arm of PwC) was subsequently
engaged to facilitate a human-centred design workshop. It brought together 26 attendees, representing
those with lived experience, audiologists and other health professionals, businesses, researchers,
government, philanthropists, hearing sector alliances/associations and creative agencies. The ideas
and concepts arising from the workshop have since been consolidated into the Connection Model,
which represents a long-term service vision and addresses unmet consumer needs that were identified
through the design process. Specifically, the model is designed to provide person-centred and
culturally meaningful services that:
•
•

help individuals navigate the hearing care system and provide trusted advice
work in partnership with the individuals to build plans focussed on the medical, social and
psychological impacts of hearing conditions that matter most to them and, subsequently, connect
them with the different professionals and services that empower them to meet their goals.

Importantly, the model aims to embed mechanisms to provide access to supports for the under-served
in our community who might otherwise be ineligible for funded programs.
Since the workshop, we have focused on developing the functions, tools and resources required to
implement such a model. A large part of this work has centred on developing the role of the Connection
Coach who works in equal partnership with the person with the hearing condition (and their family) to
understand the problem, create a set of goals and an action plan. Upskilling in coaching frameworks,
acceptance and commitment therapy, and socially based interventions have been instrumental in
helping our team audiologists to transition to practice the emphasis and skills required of a Connection
Coach. The ability to trial and refine the process has been slowed down by COVID-19 lockdown
restrictions but has been progressed via online methods.

soundfair.org.au
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Ensuring that the new model results in better outcomes is a priority. The next step will be the development of an outcomes
dashboard. This will measure the things most important to people with hearing conditions, including their whole-person hearing
health, communication outcomes and their person-centred experiences. Supported by a grant from the Ida Institute, and in
collaboration with Swinburne University, we will use co-design workshops in the next financial year to develop and progress this
important body of work.
We have also used the time in lockdown to concentrate on building key resources for people with hearing conditions. Some of these
include information on apps to assist with communication, advice for health professionals on how to communicate well while wearing
a mask, a hearing diary, and a panel discussion on stigma. We would like to thank all the collaborators who have been involved in
these projects, including the Ida Institute, audiology students at La Trobe University/the University of Melbourne, and researchers
from the University of Queensland.
Accessible masks
The increased use of masks in the community because of COVID-19 has increased the barriers to clear communication and been
a large source of frustration and distress for many in our community. In response, we advocated for the widespread use of clear
masks, and embarked on creating a solution with our Soundfair Accessible Face Masks, given that a viable option was not available in
Australia. This project has gained much interest and support from the community as well as being an enormous source of insights
that will guide the exploration of a medical-grade option in the next financial year.
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SERVE COMMUNITY
Soundfair is dedicated to eliminating the social and emotional
impacts of hearing conditions and creating a world of sound
accessibility for everyone, particularly the most vulnerable,
through connection and participation. This dedication to
catalysing change has grown out of Better Hearing Australia
(Vic)’s proud history of serving the community.
There is no doubt that people with hearing conditions are disadvantaged members of our community. In a
world that is saturated with sound, where audio-visual communication is increasingly important, people
with hearing conditions can easily be left out, left behind and, too often, left to fend for themselves. At
least 3.95 million Australians, or 15% of the population, are affected by hearing loss and this is predicted to
increase to 7.8 million, or 19.5% of the population, in the next 40 years. The financial costs of hearing loss
were estimated as $20 billion in 2019–20. This means that hearing loss is one of the most prevalent and
costly health issues faced by Australians, yet the struggles of people with hearing conditions are too often
hidden. Despite two major parliamentary inquiries in the last ten years people with hearing conditions
and those who provide support to them are ‘still waiting to be heard’. The Commonwealth government
Roadmap for Hearing Health states that ‘we stand at the crossroads‘, and we at Soundfair agree. It is
time for all of us to work together to tackle the strategic challenges of the future, taking full advantage of
advances in technology and new ways of working.
People with hearing loss often find it hard to navigate daily life and urban environments are rarely
designed with the needs of people with hearing loss in mind. The ability of people with hearing loss to carry
out normal tasks is impacted by the presence of background noise, competing signals, poor lighting and
poor building acoustics. Poor building and urban design can reinforce and amplify the stigma of hearing
loss, especially in educational and employment settings.
In January 2020, Better Hearing Australia (Vic) worked with the Impact Assembly, the NFP arm of PwC,
to facilitate a human-centred design workshop to reimagine whole-person services for people impacted
by hearing conditions. It quickly became clear that whole-of-person care needs to be supported by
advocacy, education and social action. Soundfair’s Hearing Equality Program was established in May 2020
as a vehicle to bring together people with hearing loss and hearing professionals to ensure that people
with hearing conditions are treated equally, their contribution is valued and barriers to their participation
in all aspects of society are understood, minimised and one day eliminated. Our work with the Impact
Assembly reinforced our view that many people with hearing conditions benefit from a lifelong support
network. Part of the Hearing Equality Work will focus on listening to the needs of different communities,
and enabling them to design and build the supports they need.
For more than seven years, the Hearing Bank has been central to our hearing equality work, providing
devices and associated whole of person care to people seeking asylum and refugees. The Hearing Bank
provides accessible, affordable and culturally meaningful hearing support to vulnerable members of the
community. We’re proud of this work, but we know that we need to do more.
Tinnitus Australia is a collaboration of people who are affected by tinnitus and hearing professionals.
We will grow this collaboration into a movement that informs, empowers and connects people. Tinnitus
Australia members met in August 2019, to plan a way forward, including drafting an operating model and
way of working. Key work will include redevelopment of the Tinnitus Australia website and completion of a
strategic plan.
Our hearing equality work is informed by over 80 years as a consumer-based organisation. Our members
and supporters are passionate changemakers whose membership provides a vehicle to make that change
happen. The Hearing Equality program will bring people together and provide a structure and systems for
collective impact.
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SERVE INDIVIDUALS
Soundfair’s clinical services are a showcase of person-centred
audiology and hearing care. As a centre of excellence and a proof
of concept for the Soundfair approach, the clinic is a catalyst
for change across the hearing services sector. As we continued
to grow our services, the first part of the financial year saw
an increase in the number of clinical days on offer. Clinical
services were offered four days a week, with several experienced
rehabilitation audiologists on staff.
Pleasingly, community education and workplace training sessions began to gain momentum
across Victoria. Our community sessions were held in neighbourhood houses, with church groups,
in universities and local libraries. During this period, we were also able to offer a seminar series in
collaboration with Whitehorse Manningham Libraries. The Hearing Wellness Summer Series included
three interactive sessions on the following topics: hearing aids and accessories, communication tactics,
and tinnitus. For other events, we were able to collaborate with private providers and universities to
increase the insights and reach of our sessions. Several sessions were conducted with support of
interpreters, widening their reach and accessibility. These events provide such valuable insights for us
from consumers and allow us to provide trusted advice and support to those experiencing hearing
conditions as well as their families.

Emily is pleased to receive a Soundfair
welcome pack from Madeleine Lang.

This year, the workplace training program has become an established service offer, with sessions
completed in several prominent Victorian Government departments and private firms. These sessions
were tailored to the needs of the individual setting; considering the social and environmental factors
that may impact on effective outcomes for all. Most importantly, the workplace training program
focuses on the importance of empathy and inclusion, highlighting that good communication is
everyone’s responsibility. Feedback indicated attendees had a poor awareness of the high incidence of
hearing conditions and the extent of their impacts before completing the workplace training program.
However, overwhelmingly, the groups we worked with were willing and motivated to make changes to
improve inclusion.

Connection
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Audiology
Diagnostics

Rehabilitation
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Emotional
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In February 2020, we saw the addition of audiologist Madeleine Lang to the team. Maddi is a gifted communicator, driven by a
passion to make change. She has brought additional insight as we innovate and transition towards a new approach to hearing
services. Maddi was responsible for the development of several fabulous resources for use in the clinic and beyond. For example,
the Hearing Diary was designed, using Ida Institute validated tools, to elicit lived-experience insights into the challenges of our
clients. This resource is invaluable to those just starting their journey with a hearing condition, as they come to terms with the social
and emotional changes they may be experiencing. In addition, it is useful to those who have been living with a hearing condition for
a number of years, but need assistance to identify where things could be improved. This resource has been made freely available
under a Creative Commons license via our website. As we advocate for change across the industry, it is hoped clinicians across the
country will use it with their clients to enhance their person-centred approach to care.
The launch of Soundfair was momentous for our team and will remain a vivid memory for everyone involved. One of the first clients to
come through the Soundfair doors was Emily Mars. At Soundfair, we are driven by people’s stories and are always curious about and
inspired by their lived experience. Emily’s story and approach to her hearing condition was so true to the core drivers of Soundfair,
it was fitting she was one of our first clients. Emily has a strong sense of how society should change to better support the needs of
those living with hearing impairment. Greater inclusion across society is necessary and something we should continue to advocate for
together. We look forward to continuing to partner with Emily to ensure she can achieve her individual communication goals.
In March 2020, COVID-19 brought an unplanned change to the way we were able to conduct our services. Lockdown periods across
Victoria forced several periods of closure. During these times, services were limited to telehealth appointments. Our team were
quick to make this change and work with clients where the need was evident on whichever platform they had access to. We look
forward to once again increasing the number of people we can see in person, however, in the interim, our services are supported by
strong infection control policies to protect our clients and staff.
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Statement of Profit or Loss
and other Comprehensive Income
$399 397
2018 / 19

GRANTS
$460 168

$12 909

DONATIONS AND BEQUESTS
2019 / 20

$53 518

$101 560

GOVT COVID-19 ASSISTANCE
$0

$123 468

INCOME

INVESTMENT INCOME

$88 580

$37 056

OTHER INCOME

$26 078

$674 390

TOTAL

2018 / 19

$628 344

$491 768

EMPLOYMENT

2019 / 20

$278 087

$169 019

CLINIC OPERATIONS

$26 667

$192 165

EXPENDITURE

ADMINISTRATION AND COMPLIANCE

$121 047

$84 070

MARKETING AND PR

$7 140

$53 981

PROGRAM COSTS

$9 009

$89 590

OTHER

$84 201

$1 080 593

TOTAL
$526 151

NET RESULT FOR THE YEAR
2018 / 19

2019 / 20

0

- $406 203
$102 193
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30 June 2019

30 June 2020

Statement of
Financial Position

CURRENT ASSETS

$256 929
$611 058

$2 815 684

NON-CURRENT ASSETS

ASSETS

$2 703 918

$3 072 613

TOTAL ASSETS

30 June 2019

30 June 2020

$3 314 976

$190 272

CURRENT LIABILITIES
$30 572

$9 779

NON-CURRENT LIABILITIES

LIABILITIES

$3 157

$200 051

TOTAL LIABILITIES

$33 729

NET ASSETS
2018 / 19

2019 / 20

0

$2 872 562
$3 281 247
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BE PART OF
THE HEARING
EQUALITY
MOVEMENT

HEARING LINE

ADDRESS

LET’S CONNECT

1300 242 842

Suite 1, Level 2, 517 St Kilda Road,
Melbourne VIC 3004
Phone (03) 9510 1577
TTY (03) 9510 3499
Fax (03) 9510 6076
Email info@soundfair.org.au

#MoreThanJustEars
#MoreThanJustDevices

For hearing, social and
emotional support,
and general enquiries,
Monday to Friday,
9am – 5pm

