Back to Business Guide
For Hearing Care Professionals
When it’s time to get back to business, ReSound is here to help.
We’ve reached a new stage within the COVID-19 pandemic. Restrictions are being eased and various businesses
are starting to reopen.
Are you in the process of reopening your business, or returning to more regular hours? No matter your timetable,
we’re here to support you. This guide contains resources to help you navigate the new environment.
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PROT E C TI N G PAT I E NT S
As practices reopen, many people (especially our more vulnerable populations) will feel most comfortable visiting
offices that demonstrate a commitment to patient and staff safety.
Educate and inform customers by using health and safety signage such as:
• Pedestal Signs and Table Tents
• Floor Decals
• Window or Wall Decals
• Yard Signs
• Banners
• Posters
Check out ReSound’s in-office poster templates.

THIS IS A

CORONAVIRUS
SAFETY ZONE
- WHAT WE’RE DOING TO HELP -

A message from [Professional Name]
As you know, my team and I have the highest standards
for hygiene and we take great pride in providing you with a
safe and clean environment.
While cleaning and sanitizing is always a top priority for us,
you will notice additional precautions being taken during
this time. We have increased the frequency of cleaning in all
areas of our facility and are paying extra attention to higher
traffic areas (door handles, restrooms, etc.).

Scheduling patients on
alternating schedules
to ensure a minimum
of interaction between
patients.

Cleaning and sanitizing
all tools, instruments, and
surfaces between each
patient visit.

Frequently washing our
hands, wearing protective
gear where appropriate, and
monitoring our own health.

- HOW YOU CAN STAY SAFE -

Please know we are doing everything possible to ensure
we provide a safe experience for you.
Please be safe. Remember, we’re here to serve you.
[Professional Name]
Doctor of Audiology

Wash your hands
thoroughly for 20 seconds
after all notable interactions,
including following this
appointment.

Maintain safe, appropriate
distance from other people
outside of your immediate
family unit.

Do not sneeze or cough
into your hands; avoid
touching your face as much
as possible unless having
recently washed your hands.

Take a look at your waiting room and reception areas to accommodate best practices in social distancing and
safety:
• Consider removing chairs, spacing them further apart, or placing signs on them to prevent usage.
Sign examples:
		

o To help with social distancing, please don’t use this chair.

		

o To help with social distancing, please sit this one out.

• Check the layout of your registration area. You may need have plexiglass installed for the health and safety of
your staff and patients.
• Since the virus can live on surfaces for an extended time, remove magazines, pamphlets, or other shared 		
reading materials from the reception area.
• Consider laminating materials used by patients so you can disinfect them after each use.
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Patient Pre-Screening/Point of Care Risk Assessment (PCRA) questions
Ask these questions to patients in preparation for their appointment and again at the time they arrive for their
appointment.
Patients should be encouraged to answer the questions truthfully for themselves and for any other person who
may be accompanying them to their appointment.
If a patient answers YES to any of the questions, the face-to-face service must be deferred until the minimum
requirement for self-isolation has been met. Patients and visitors should be observed for symptoms during
their visit.

YES

1

Do you have any of the symptoms below:
• Fever (greater than 100.4 F)
• Cough
• Shortness of Breath / Difficulty Breathing
• Sore throat
• Runny nose
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Have you, or anyone in your household travelled outside of the U.S. in the last
14 days?

3

Have you, or anyone in your household been in contact in the last 14 days with
someone who is being investigated or confirmed to be a case of COVID-19?

4

Are you currently being investigated as a suspected case of COVID-19?

5

Have you tested positive for COVID-19 within the last 10 days?

NO
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In office guidelines:
• Instruct patients to refrain from using the restrooms – post a sign on the bathroom door indicating
“Staff Use Only.”
• Whenever possible, allow enough time for one patient to leave before the next one arrives.
o

Single HCP practice? Schedule patients so there is no overlap in appointments.

o

Multiple HCP practice? Use staggered appointment times to eliminate/minimize congestion in the 		
reception and office areas.

• When each patient leaves, clean and disinfect all patient contact surfaces before the next patient enters.
This includes counters, doorknobs, chairs, response buttons etc.
• Use the COVID-19 screening questions when confirming the appointment and again when the patient
checks in.
• Instruct patients to use hand sanitizer on arrival in the clinic.
• Discourage any family or friends from accompanying the patient whenever possible.
• Instruct patients to call the clinic when they arrive for their appointment if possible, to see if it is OK to
come in.
• Remove all coffee/tea/food.
• Remove all reading materials.
• Position chairs 6 feet apart where possible or add “Do not use” signage to chairs that are close together.

Sanitation process for hearing aids at ReSound
ReSound is taking extra precautions when handling product. All returned products received to our facility are
sanitized using 70% Isopropyl Alcohol through our disinfection procedure. We have implemented additional
cleaning processes for active workstations in the facility. All people entering/exiting production areas are
sanitizing their hands when entering/exiting. Nurses are onsite to perform daily health checks for all employees.
Employees are also required to wear masks in any situation where 6-feet social distancing is not feasible.

Proper cleaning and sanitizing of hearing aids in-office
We recommend the following procedure when properly sanitizing hearing aids while you are fitting, updating or
cleaning devices in-office.
• Put on a pair of disposable nitrile gloves.
• Wet a soft cloth with a 70-90% alcohol solution (isopropyl, Methyl or ethanol alcohol) with 10-30% purified
water.
• Clean the hearing aids thoroughly with the cloth until no debris is visible. Throw the cloth away.
• Get a new cloth and wet it with the same alcohol solution. Gently clean the hearing aids again, for 60 seconds,
making sure that all the surfaces are clean.
• Do not submerge the hearing aids in the alcohol solution or any other fluid.
• Throw away the cloth and gloves.
• Place the hearing aids on a clean surface for a few minutes until completely dry.

3

G U I DA N C E FOR E M PLOY E E S
In any business operating amid the COVID-19 environment, keeping things clean and safe is everyone’s
responsibility. Before you re-open, talk to your staff and discuss the important health and safety precautions
you’re implementing for their protection as well as that of your patients.
Before coming to work, employees should:
• Check the five points on the Patient Pre-Screening/Point of Care Risk Assessment questions (page 			
		 2 of this brochure). Although created for patients, COVID-19 symptoms are universal. The questions cover 		
		 an important health assessment for anyone.
			

o Take their temperature. If they have a fever greater than 100.4, a cough, or shortness of breath, they 		

				 should not come to work. Remind employees of your sick day policy or consider setting new guidelines 		
				 because of COVID-19.
While on the job, employees should:
•		 Wash their hands before they start their shift, frequently throughout their shift, before and after they 		
			 provide a service to a patient, after they touch shared surfaces or items, and after they clean and disinfect 		
			 office surfaces or items. It’s even recommended before and after wearing nitrile gloves.
•		 Avoid touching their eyes, nose, and mouth with unwashed hands.
•		 Wear personal protective equipment (PPE) to help protect them from potentially infectious patients and 		
			 materials. Common PPE in our industry includes procedural or surgical masks, disposable or nitrile gloves, 		
			 and face/eye shields or visors.
				

o Wear a mask whenever in proximity to patients or colleagues.

					



If the mask gets wet or dirty while in use, replace it with a new one. At a minimum, change masks 		

							 each day.
				

o Wear nitrile or disposable gloves when performing patient procedures. Discard the glove after 		

						the procedure to avoid cross contamination. Note: Gloves are not a substitute for diligent 			
					

hand washing or hand sanitizing.

•		 Avoid sharing common office items like keyboards, phones, pens, papers.
				

o If employees must share a file or document, ask them to leave it on a clean surface and have their 		

					

colleague pick it up when they step away.

If an employee is sent home
•		 If employees come to work displaying COVID-19 symptoms, or if they begin to display them while working, 		
			 send them home. Again, check the five points on the Point of Care Risk Assessment questions (page 		
			 2 of this brochure) for specific symptoms.
•		 Clean and disinfect the affected employee’s work areas and items as soon as possible after they leave your 		
			office.
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M A R K E T I N G TO PAT I E NT S
When you’re ready to reopen, it’s important to effectively communicate with your patients and keep them aware
of everything they need to know as they seek your care.
Checklist for today

The Marketing Planning Guide provides a week-by-week
checklist of best marketing practices specific to reopening
your practice.

*
*
*
*
*

Update website
Weekly social media
Google MyBusiness
Check in with patients: build lead list
Practice layout: update

*
*
*
*
*

Literature audit
Office management software cleanup
Physician referral relationships
Branding
Update advertising strategy

Checklist for when you have
an anticipated reopening
ONE MONTH OUT

If your practice isn’t currently open and seeing patients, you
should do the following:
• Update your website with current information
about how to reach staff, services that may
be available and what to do about instrument
repairs and service.

*
*
*

Prepare mailing to prospect market
Prepare mailing to existing patients
Social media announcement

3 WEEKS OUT

*

Update website with new standards of
patient care

*
*

Schedule newspaper advertising
Social media post

2 WEEKS OUT

*
*
*
*
*
*

Call patients on upgrade list
Call warranty patients
Call tested, not sold patients
Launch Google Ads campaign
Launch Facebook advertising campaign
Social media post

1 WEEK OUT

• Post weekly to social media to keep people
informed of what is going on.

*
*
*

Update in-office signage

*

Social media post

We’re here to help
Example templates can be found at
the Covid-19 Response Messaging
website, or reach out to your marketing
representative for support in addressing
your specific marketing needs.
ReSound Focus
952-769-8477
1-888-827-0628
Focus@gnresound.com
Covid-19 Response Messaging
www.resoundpro.com/focus

Send physician referral materials
Send patient referral mailing

F cus
ReSound

• Update your Google My Business page to
reflect your current operations.
Call existing patients checking in on any needs, explaining teleaudiology and obtaining consent
and when appropriate, exploring interest in upgrades to technology. Follow-up with tested, not sold
patients by telephone is appropriate at this time.
Perform an audit of the various areas of your practice. Are the waiting room and fitting suites set up
appropriately for a post-COVID environment? Take this opportunity to examine the brochures and
posters you have around the office, discard and update where appropriate.
Take this time to make the most of your office management software. Most have robust marketing
functionality that doesn’t get taken advantage of. Plan out and build appropriate lists and reports to
segment your patients.
If you don’t have a physician referral program in place, assemble materials that illustrate the
importance of hearing health and the care you provide and identify practitioners to communicate
with.
Plan your advertising strategy and budget. Expect to see a flurry of competitive messaging in your
local market. Prioritize your communication with existing patients. They’ll be seeing offers from your
competition, and you’ll want to have a recent communication touchpoint to remind them of the care
you give and the benefit they realize. Get your story in front of prospective patients and use a variety
of channels remembering that while people have been staying at home digital consumption has
increased and new habits have formed. The recommendation for marketing expenditures remains
approximately 10% of projected gross revenue.
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Communications templates
Check out Communication Templates (including print ads, letters, call scripts, in-office posters and social media
posts) that let your patients know how you’ve adapted your practices.

It’s more important than ever
to take care of your
hearing aids at home

An Important Notice
from the Professionals at
[Clinic Name]

With more time spent at home communicating
with others, it’s vital that your hearing instruments keep working their best. Here are our tips
for keeping your hearing instruments working their best:
Keep your
hands clean
When
handling
your hearing
instruments, it’s
important to do so with clean
hands in order to stop dust,
debris, or dirt from getting into
the electronics and damaging
the instruments.

Pay
attention
Your hearing
instruments
are advanced
pieces of technology,
so be careful where you set
them when you’re not wearing
them. Be thoughtful about their
placement to stop them from
being your pet’s next snack!

Keep your
devices clean
Using a
clean cloth,
periodically
clean your hearing
instruments for earwax and
debris. If you use exchangeable
batteries in your device, clean
the internal battery contacts
gently once per month.

Power down
when you can
When not
in use, turn
your hearing
instruments off. This
will save battery life, and extend
the lifespan of your hearing
instruments overall by reducing
wear and tear during times
when you don’t need them.

Change your
filters
If your hearing
instrument
features filters or
wax guards, be sure
to replace them at manufacturer
suggested intervals to ensure
maximum sound quality and
device performance. What a
difference it can make!

Stay dry at
all times
Water can be
damaging for
a majority of
hearing instruments,
so avoid using your hearing
instruments while bathing,
swimming, using a hair dryer,
or while applying hair spray (as
hair spray can be damaging).

These six tips will help extend the life of your hearing instruments for years to come, but if
you’re still experiencing issues, you may need to schedule an appointment with your hearing
care professional. Call today for a private, secure appointment today!
123 Office Plaza Boulevard
Anytown, US 55555

(XXX) XXX-XXXX

Dear <<FirstName>>,
As I’m sure you’re aware, precautions are being put into place nationwide to decrease the transmission and
spread of the COVID-19 (Coronavirus). Your overall health is our top priority, and we want you to know
we are open for our patients to help manage your hearing loss.
Here’s what we’re doing to protect you:
•

Our appointments are scheduled with significant time gaps between them to ensure you do not come
in contact with other patients (and to give us ample time to clean and sanitize our spaces between
appointments). When entering our office, you will not wait in our lobby, but will instead be taken
immediately to a clean, secure appointment room. Our appointments are still one-on-one and
patient focused to specifically minimize any risk to you.

•

To simplify device cleaning, reprogramming, and repair, we’re offering a safe drop box for you to
deposit your hearing instruments into without traveling too far into our clinic. This should give you
the service you need while still minimizing your potential contact with others.

•

Another option that may be available to you is our remote in-home programming. If you’re unsure if your
hearing instruments can be adjusted remotely, call us and we’ll let you know.

•

If your hearing instruments require batteries, we offer a few easy options for your convenience. You can
purchase them from our office or we can mail them to your home.

As always, your health and safety is the most important thing to us. If you have questions regarding any of
this information, or would like to discuss your hearing health, please don’t hesitate to contact us at
(XXX) XXX-XXXX. We look forward to continuing to help you now and in the future, and wish you the
safety, health, and happiness.
Yours for better hearing,

[Provider Name]
[Credentials]

[Address 1] • [Address 2] • [website] • (XXX) XXX-XXXX

Contact your ReSound Sales representative to learn how ReSound Focus can extend your marketing efforts.
ReSound Focus
952-769-8477
1-888-827-0628
Focus@gnresound.com
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T E L EAU D I OLOGY
ReSound Assist
Teleaudiology can be a good alternative to offer patients who may not be ready to come into the clinic and
to ensure that they continue to receive care. ReSound Assist offers two options to help you continue to serve
patients: Live Assistance a face-to-face real-time, video appointment or Remote fine-tuning which allows patients
to send a request to you and get updates directly through the ReSound Smart 3D app.
If you have not already signed up to offer ReSound Assist, ReSound’s teleaudiology solution, please contact
customer service today at 1-800-248-4327 to establish an account.

R E S O U RC ES
Since the onset of COVID-19, ReSound has followed guidelines set by the World Health Organization (WHO)
and the Centers for Disease Control and Prevention (CDC). In addition, we adhere to GN’s global policies and
guidelines and those of local health authorities.
ReSound COVID-19 Resources
CDC Reopen Decision Tool
CDC Businesses and Workplaces
CDC Cleaning and Disinfecting Guidance
CDC How to Protect Yourself & Others
CDC Using Personal Protective Equipment (PPE)

7

