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Introduction 
The Hearing and Diagnostic Imaging Services (HDIS) Branch, within the Australian Government 
Department of Health (DoH), is a Commonwealth regulator that administers, monitors, and 
enforces regulation related to the Hearing Services Program (the program), and is required to 
implement the Regulator Performance Framework. 

The program regulates and contracts hearing service providers and suppliers of Assistive Hearing 
Technology (AHT) to achieve Outcome 4.2 in the Health Portfolio Budget Statements (PBS): 

Reducing the incidence and consequence of avoidable hearing loss in the Australian community 
through research and providing access to high quality hearing services and devices. 

DoH administers the Hearing Services Administration Act 1997 (the Act), five other pieces of 
legislation, and numerous quasi legislative instruments, to ensure hearing services provided and 
hearing devices fitted under the program meet acceptable standards of quality, safety, and efficacy. 

The program supports pensioners, veterans and serving personnel, children and young people, 
Aboriginal and Torres Strait Islander clients, and those with complex hearing problems to access 
hearing assessments, rehabilitation, and hearing devices, via a network of private and public service 
providers. 

DoH uses risk based auditing to ensure program clients are receiving appropriate services and that 
service providers are complying with program requirements. DoH investigates complaints it 
receives to determine any necessary regulatory action. 

During 2016-17 the DoH continued to actively seek and implement activities that reduce the 
regulatory burden on the hearing sector and address areas identified for improvement in the 2015-16 
self-assessment report, as follows: 

• Clear and concise consultation documents made available for review for a sufficient amount of 
time and enabling a broad range of stakeholders to consider and contribute feedback. 

• Further updates and streamlining of the Audit and Compliance processes such as risk profiling, 
timeframes, sharing of information procedures, and capacity to audit.  

• Improve understanding for stakeholders of the Compliance Monitoring and Support Framework 
with the publication of the updated Framework on the program website.  

• Ensure stakeholder concerns are captured in the NDIS Transition Plan and will continue to be 
worked through until mid-2019.  

Overall performance against each KPI has been assessed using the following rating scale.

Excellent 
Strong performance 

against all the 
measures under the 

KPI 

Very Good 
Strong performance 
against majority of 
the measures under 

the KPI and no 
evidence of 

negative/poor 
performance 
against any 

measure 

Good 
Average 

performance 
against the 

measures under the 
KPI 

Fair 
Poor performance 

against some 
measures under the 

KPI 

Poor 
Poor performance 
against most of the 
measures under the 

KPI 

https://www.cuttingredtape.gov.au/resources/rpf


 

 

2016-17 Performance Reporting 

1. Regulators do not unnecessarily impede the efficient operation of regulated entities 

Measure HDIS Evidence Metric Evidence 

1. Regulators 
demonstrate an 
understanding of the 
operating 
environment of the 
industry or 
organisation, or the 
circumstances of 
individuals and the 
current and emerging 
issues that affect the 
sector. 

We initiate and 
participate in stakeholder 
meetings, events, 
industry conferences and 
working groups. 

We consulted with stakeholders on a range of matters 
including: 

• The review of Service Items and Fees, and Supply 
of AHT arrangements; and  

• facilitated the development of a Safety and Quality 
Framework for the hearing services sector. 

• The National Disability Insurance Scheme (NDIS) 
transition arrangements.  

We employ audiologists 
who maintain industry 
involvement, to inform 
understanding of the 
operating environment, 
the circumstances of 
individuals and current 
and emerging sector 
issues. 

• There has been up to two audiologists employed 
during 2016-17 who have maintained their 
qualifications by participating in professional 
education development activities. 

• Staff attended and participated in Hearing 
Awareness Week 2016. 

We undertake 
environmental scanning, 
including reviews of 
relevant literature 
reports. 

• We consulted with the hearing sector and reviewed 
and utilised research and other hearing literature to 
provide input to policy development and program 
improvements. 

• We contributed to professional magazines and other 
sources regarding current NDIS transition 
arrangements and the ongoing program reform 
work. 

2. Regulators take 
action to minimise the 
potential for 
unintended negative 
impacts of regulatory 
activities on regulated 
entities or affected 
supplier industries 
and supply chains. 

Feedback mechanisms 
provide opportunities for 
stakeholders to comment 
on proposed program 
changes, to minimise 
potential for unintended 
impacts. 

• We consulted on proposed program changes 
through regular meetings with Professional Peak 
Bodies and stakeholders as well as communications 
on the hearingservices.gov.au website, which 
includes a feedback link to an enquiry and feedback 
form. 

• Hearing service providers, AHT manufacturers and 
other hearing sector organisations are encouraged to 
express their concerns or comments regarding 
program changes to ensure we fully understand the 
implications of these changes in the hearing sector.  

• Feedback is also collected from hearing service 

http://www.hearingservices.gov.au/wps/portal/hso/site/about/national%20disability%20insurance%20scheme/review%20of%20services%20items%20and%20fees/!ut/p/a1/vZFLc4IwFIX_SrpwmUkKROOS8VW06nRqW2DjhBAkLSRIoq3_vmHGbX1smt3NnDnnfvegFMUoVewod8xKrVjVzWl_u3gh_ccIewv6vp7iMFy9Pc-ngYfXGH2gFKVc2caWKCmNBlwrK5Tt4eaQVZL3cKlr0cMs0wf3qc7GIJeGZbKS9gSkMoeWKS6A4aXoxK04SvENdAGMaI-SCwOkFbUBTOWgEMJ0oQ2XOUpYnw4opwHMic9hEJAMDv3ch0FBMGOEDLPccxSJo8B_vBDfBHlBgslZcCEicTsMth4dh0_D4DFaT6IJDkezzXxGI282Juj1TqjLhht8t-H82hncGeXnfp-GrvGu5R-L4v-r3KV77XK03DkoZksoVaFRfIs7iq-7N3VN_RP8KlYryDJ68qvdwy_w1DZq/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/service_delivery_framework/!ut/p/a1/rVFNc4IwEP0r7cFjJhuINB4Zv4pWmU5tC1yYAFFSgSBGrP_eMNMeS-tM97Y7-96-tw9HOMBRxVu541qqihddHznx8nnoEA-sJXvzZ-C669enxYxa4AN-xxGO0krXOsdhflR3qaq0qPQA6lNSyHQAuSrFAHiiTmZ4zhVvxNkMjqJpZSriTBSyFc0l3ja8FGfV7DvGOpUZDpMRZ4RTgojjUEQBADGWOSixKeNEMEpSy0gMjUT4oVz4k4OeFRh-LfScCI2Gh9hiE_dxRInnT70puOP5ZjFnnjWfDPHLjab6CTdwM-HitzeYN8qPwyFyTZxdhJ8aB_-Up6G2mtV4tTOKuc6RrLYKB99QHPRA67Jk9gXtt-s14gm72MXu_grpgi3e/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/service_delivery_framework/!ut/p/a1/rVFNc4IwEP0r7cFjJhuINB4Zv4pWmU5tC1yYAFFSgSBGrP_eMNMeS-tM97Y7-96-tw9HOMBRxVu541qqihddHznx8nnoEA-sJXvzZ-C669enxYxa4AN-xxGO0krXOsdhflR3qaq0qPQA6lNSyHQAuSrFAHiiTmZ4zhVvxNkMjqJpZSriTBSyFc0l3ja8FGfV7DvGOpUZDpMRZ4RTgojjUEQBADGWOSixKeNEMEpSy0gMjUT4oVz4k4OeFRh-LfScCI2Gh9hiE_dxRInnT70puOP5ZjFnnjWfDPHLjab6CTdwM-HitzeYN8qPwyFyTZxdhJ8aB_-Up6G2mtV4tTOKuc6RrLYKB99QHPRA67Jk9gXtt-s14gm72MXu_grpgi3e/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.health.gov.au/internet/ministers/publishing.nsf/Content/health-mediarel-yr2016-wyatt005.htm
http://www.health.gov.au/internet/ministers/publishing.nsf/Content/health-mediarel-yr2016-wyatt005.htm
http://hearingservices.gov.au/wps/portal/hso/site/HSOHome/!ut/p/a1/04_Sj9CPykssy0xPLMnMz0vMAfGjzOK9A03NDD0NjLwtwvzdDBwd_UJ9vNxMjAy8DYAKIoEKDHAARwNC-sP1o_AqMTCFKsBjRUFuhEGmo6IiAGbW_L4!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/eligibility/clientinfo/feedback%20and%20complaints/!ut/p/a1/rVLLbsIwEPwVeuBoeRPycI4WBRooQVVfSS7IcRLiktghuAj-Hkeq1BNQpPq28uzs7M7gFMc4lewgNkwLJVnd16m3Xry4nhWCvSAfqylQGr0_z6eODdTCnzjFKZe61RVOqr0acCV1IfUQ2u-sFnwIlWqKIZSqGxSHojspaSpeC4MRslTmpyjyjPHtgMncdDdtzYTU-5635SLHiQt54BIPkOORHDkMLJQ5I45I5npBXvp2AI4RmhihcOFR-NMeVyDg_gCujEiMBn9tk0f6FDhWuJqEE6Dj2dt8RkJ75lv49c6lbhD6dxPOb53BnNHuluPlxtAyXaHeIhz_2oXjS3aZTvG126XUxKGPwFHj-F_z0DYNGZ3QtowixDJyOrrJwxn_YA8n/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/webform/feedbackform


 

 

Measure HDIS Evidence Metric Evidence 

providers through the annual audit self-assessment 
process and after closure of audits. 

3. Regulators 
implement continuous 
improvement 
strategies to reduce 
the costs of 
compliance for those 
they regulate. 

Within legislative 
constraints, we 
implement continuous 
business improvements 
to reduce compliance 
costs for industry. 

• Most paper-based manual claim functions have 
been automated through the Hearing Services 
Online (HSO) portal, creating efficiencies for 
service providers. 

• We continued to comply with the Electronic 
Signatures Policy enabling contracts and other 
documents with signatures to be accepted 
electronically, providing time and paper/postage 
cost efficiencies for hearing service providers and 
manufacturers. 

• We have made it possible, by setting up drop boxes 
using DoH’s Electronic Data Warehouse, for 
hearing service providers to submit client files, 
requested for audit purposes electronically, again 
providing time and paper/postage costs efficiencies. 
This has the added advantage of ensuring continuity 
of service for clients, as the actual files do not need 
to be sent to Hearing Services. 

• We have expanded our Compliance Support 
Framework so that support now starts with the 
accreditation process. We address potential non-
compliance signals detected in applications for 
accreditations by offering pre-accreditation advice 
and support. This reduces the likelihood of non-
compliance, which could otherwise be costly for 
newly accredited hearing service providers. 

Self-assessed rating: Very Good 

2. Communication with regulated entities is clear, targeted and effective. 

Measure HDIS Evidence Metric Evidence 

1. Regulators provide 
guidance and 
information that is up 
to date, clear, 
accessible and concise 
through media 
appropriate to the target 

Guidance and 
information is: 

• Available on the 
hearing services 
website. 

• Provided directly to 
stakeholder groups 

• Our website is structured to include three 
homepage tabs with information tailored to 
specific users or program information: 
‘professionals’, ‘everyone’, and ‘about the 
program’, which improves navigation and access 
to information for these user groups. 

• Our website hosts policies, frameworks, and 

http://www.hearingservices.gov.au/wps/wcm/connect/hso/7f28e299-d7d6-45ea-aeca-554d272b7c0a/CSPN+2015-12+-+Electronic+Signature+Policy.pdf?MOD=AJPERES
http://www.hearingservices.gov.au/wps/wcm/connect/hso/7f28e299-d7d6-45ea-aeca-554d272b7c0a/CSPN+2015-12+-+Electronic+Signature+Policy.pdf?MOD=AJPERES


 

 

Measure HDIS Evidence Metric Evidence 

audience. via input to their 
newsletters. 

• Provided by seminar 
to interested groups. 

legislation, including the Compliance Monitoring 
and Support Framework; Regulator Performance 
Framework; Service Delivery Framework; Service 
Provider Contract; Deed of Standing Offer; and 
legislative instruments. 

2. Regulators consider 
the impact on regulated 
entities and engage 
with industry groups 
and representatives of 
the affected 
stakeholders before 
changing policies, 
practices or service 
standards. 

Consultation with 
affected stakeholders is 
undertaken before 
processes are changed. 

• We consulted with a range of external 
stakeholders through the Review of Service Items 
and Fees, and Supply of AHT. The approach 
included individual and small group meetings and 
surveys with both hearing service providers and 
manufacturers with the opportunity to respond to a 
Public Discussion Paper. This was independently 
facilitated by PricewaterhouseCoopers, with all 
findings being de-identified in reports to the DoH.  

• We participated in a hearing sector 
implementation steering group in the development 
of a Service Delivery Framework for hearing 
services in Australia.  

• Information on NDIS transition arrangements 
continues to be updated and published on the 
program website.  

3. Regulators’ 
decisions and advice 
are provided in a timely 
manner, clearly 
articulating 
expectations and the 
underlying reasons for 
decisions. 

Audit reports are 
processed in accordance 
with the Compliance 
Monitoring and Support 
Framework. 

• Audit reports are processed in accordance with 
current standard operating procedures (SOPs) that 
support consistent implementation of the 
Compliance Monitoring & Support Framework. 

4. Regulators’ advice is 
consistent and supports 
predictable outcomes. 

Policies and frameworks 
are available on the 
program website.  

Standard Operating 
Procedures are 
documented for internal 
processes. 

• In 2016-17 SOPs were reviewed and streamlined 
as required following an internal restructure, and 
subsequently communicated to staff to maintain 
effective internal processes. 

• The Framework provides a transparent, consistent, 
proportionate compliance response to non-
compliances found during audits. 

Self-assessed rating: Very Good 

3. Actions undertaken by regulators are proportionate to the regulatory risk being 

http://hearingservices.gov.au/wps/portal/hso/site/about/legislation/!ut/p/a1/lVFNU4MwEP0reugxkwUCpMdMPxBqYRyrApdOoHxEgVCbOvbfNzgevIiyt915-_btezjFMU47_iEqroTseDP0qbPfPNiO4YO5oc_RGhgLn-6DNTEhAvyCU5zmnepVjZP6JG9y2amiUzPoz1kj8hnUsi1mwDN51sOmqMSp-WIfFvtcHHBik0PuOK6DDMPliJCSoAyIgUqXWtmcA-GFqZUkWgn8Ugz-JXQEAvY3YOREojW4e5Mu2d2cGH608lfAFt4u8KhveksbP058apxwB5MJg79s0Daa79vFttK0XNVIdKXE8c9YNEK8Ho8p07kOWX4qHE8Ltm9bal3QWxmGiGf0YjXV7RWgnYVj/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/home/hearing_professionals/audit/audit_compliance_framework_report
http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/home/hearing_professionals/audit/audit_compliance_framework_report
http://hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/deregulation/reg_peformance_framework/!ut/p/a1/tVLLbsJADPyVXnJcrcmb44pXAwVUlZYkl8gJG5JCdkO6NOXvWapW6oW0HOqTbVnjsWdoTEMaC3wvt6hKKXB_qWM3mT06bi8Ac-a_LMfA2OL5YTq2TVgCXdOYxplQtSpoVLzJu0wKxYUyoD6m-zIzoJAVNwBTedTNtpDY8FY3Nrzh2-P-c5EBOk9qnsumQpHxJG-w4q1sdhf0Ois3NLItC3s5psTro0ds284IcscjjpduXOD93HctTTfSdOFKMPjTNR0j4HwNdKyINAcvMf0hu-_bvWA5CkbABpPVdOIH5mTo0Kcbj-oGXMHNgNPf3qDfaDbzwXyrYVEVpBS5pOG3djT8qR0Nr2qnYcrXwyFm2iEXV3woGv6DReqq8q0T2eWLBcHUP7V8zc6WJAXV/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/deregulation/reg_peformance_framework/!ut/p/a1/tVLLbsJADPyVXnJcrcmb44pXAwVUlZYkl8gJG5JCdkO6NOXvWapW6oW0HOqTbVnjsWdoTEMaC3wvt6hKKXB_qWM3mT06bi8Ac-a_LMfA2OL5YTq2TVgCXdOYxplQtSpoVLzJu0wKxYUyoD6m-zIzoJAVNwBTedTNtpDY8FY3Nrzh2-P-c5EBOk9qnsumQpHxJG-w4q1sdhf0Ois3NLItC3s5psTro0ds284IcscjjpduXOD93HctTTfSdOFKMPjTNR0j4HwNdKyINAcvMf0hu-_bvWA5CkbABpPVdOIH5mTo0Kcbj-oGXMHNgNPf3qDfaDbzwXyrYVEVpBS5pOG3djT8qR0Nr2qnYcrXwyFm2iEXV3woGv6DReqq8q0T2eWLBcHUP7V8zc6WJAXV/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/service_delivery_framework/!ut/p/a1/rVJNb8IwDP0r24FjFCekXThWfK0wQNPY1vZSpSXQDNqUElr490ul7bhuSPPNlv38np9xhAMcFaJWO2GULsShzSM3nj87LvGBzvnbagKet3x9mk0YhRXgdxzhKC1MaTIcZid9l-rCyML0oDwnB5X2INO57IFI9NkWm0yLSja2cJJVrVIZb-RB1bK6xttK5LLR1b5FLFO1wWEyEJwIRhBxXYYYACDONy5K-owLIjkjKbUUQ0sRfggP_qSgowWcr4aOFaHl8BBTPvIeB4z4q7E_Bm84Xc-m3KfTkYNfbhTVDbiGmwFnv53BnpFWi-FiZ2GFyZAqthoH337hoMMvO6o-jsfIs5_Qun8xOPinVyjznPevaL9dLpFI-PXihPef5dtwlA!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/legislation/!ut/p/a1/lVFNU4MwEP0reugxkwUCpMdMPxBqYRyrApdOoHxEgVCbOvbfNzgevIiyt915-_btezjFMU47_iEqroTseDP0qbPfPNiO4YO5oc_RGhgLn-6DNTEhAvyCU5zmnepVjZP6JG9y2amiUzPoz1kj8hnUsi1mwDN51sOmqMSp-WIfFvtcHHBik0PuOK6DDMPliJCSoAyIgUqXWtmcA-GFqZUkWgn8Ugz-JXQEAvY3YOREojW4e5Mu2d2cGH608lfAFt4u8KhveksbP058apxwB5MJg79s0Daa79vFttK0XNVIdKXE8c9YNEK8Ho8p07kOWX4qHE8Ltm9bal3QWxmGiGf0YjXV7RWgnYVj/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/legislation/!ut/p/a1/lVFNU4MwEP0reugxkwUCpMdMPxBqYRyrApdOoHxEgVCbOvbfNzgevIiyt915-_btezjFMU47_iEqroTseDP0qbPfPNiO4YO5oc_RGhgLn-6DNTEhAvyCU5zmnepVjZP6JG9y2amiUzPoz1kj8hnUsi1mwDN51sOmqMSp-WIfFvtcHHBik0PuOK6DDMPliJCSoAyIgUqXWtmcA-GFqZUkWgn8Ugz-JXQEAvY3YOREojW4e5Mu2d2cGH608lfAFt4u8KhveksbP058apxwB5MJg79s0Daa79vFttK0XNVIdKXE8c9YNEK8Ho8p07kOWX4qHE8Ltm9bal3QWxmGiGf0YjXV7RWgnYVj/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/prof/manufacturers/deed_standing_offer/!ut/p/a1/tZLLbsMgEEV_pV1kiSAEO3RppYnrPFX1ZXtjYQwxbQyOjavk74Orbiq1abMoC6SRLoc7MxemMIapZu9qy6wymu36OvWzxb3nDyOEF_R5M0NBsH5azmcEo5DAF5jClGtb2xImZWuuuNFWaDtAdZfvFB-g0lTC3YI1Sm-zujFStO0HvR2giulOMm67RjSuLIQostYyXfRaI6Voen7NVQETNuKUDPMCoFHhA0IYATnHFHB_TCWnlGPPc4YTZxj9cAL0p37OSJD3KTjzReI8jDNMb4O7GzKMNtNoioJJ-DgPaYRDZ_LhwqbOA5foYuD8tzG4MeJmNVltHZbZEigtDYy_bAvG323LPVSv-30auFT0SThYGP9LLOqqoqMjeJPrNWA5PR685PoEoop59w!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/about/national%20disability%20insurance%20scheme/review%20of%20services%20items%20and%20fees/!ut/p/a1/vZFLc4IwFIX_SrpwmUkKROOS8VW06nRqW2DjhBAkLSRIoq3_vmHGbX1smt3NnDnnfvegFMUoVewod8xKrVjVzWl_u3gh_ccIewv6vp7iMFy9Pc-ngYfXGH2gFKVc2caWKCmNBlwrK5Tt4eaQVZL3cKlr0cMs0wf3qc7GIJeGZbKS9gSkMoeWKS6A4aXoxK04SvENdAGMaI-SCwOkFbUBTOWgEMJ0oQ2XOUpYnw4opwHMic9hEJAMDv3ch0FBMGOEDLPccxSJo8B_vBDfBHlBgslZcCEicTsMth4dh0_D4DFaT6IJDkezzXxGI282Juj1TqjLhht8t-H82hncGeXnfp-GrvGu5R-L4v-r3KV77XK03DkoZksoVaFRfIs7iq-7N3VN_RP8KlYryDJ68qvdwy_w1DZq/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/about/national%20disability%20insurance%20scheme/review%20of%20services%20items%20and%20fees/!ut/p/a1/vZFLc4IwFIX_SrpwmUkKROOS8VW06nRqW2DjhBAkLSRIoq3_vmHGbX1smt3NnDnnfvegFMUoVewod8xKrVjVzWl_u3gh_ccIewv6vp7iMFy9Pc-ngYfXGH2gFKVc2caWKCmNBlwrK5Tt4eaQVZL3cKlr0cMs0wf3qc7GIJeGZbKS9gSkMoeWKS6A4aXoxK04SvENdAGMaI-SCwOkFbUBTOWgEMJ0oQ2XOUpYnw4opwHMic9hEJAMDv3ch0FBMGOEDLPccxSJo8B_vBDfBHlBgslZcCEicTsMth4dh0_D4DFaT6IJDkezzXxGI282Juj1TqjLhht8t-H82hncGeXnfp-GrvGu5R-L4v-r3KV77XK03DkoZksoVaFRfIs7iq-7N3VN_RP8KlYryDJ68qvdwy_w1DZq/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/home/hearing_professionals/audit/audit_compliance_framework_report


 

 

managed. 

Measure HDIS Evidence Metric Evidence 

1. Regulators apply a risk-
based, proportionate 
approach to compliance 
obligations, engagement 
and regulatory enforcement 
actions. 

The Compliance 
Monitoring and Support 
Framework provides a 
proportionate approach 
to regulation compliance. 

• Audits are completed in accordance with the 
Compliance Monitoring & Support 
Framework, which describes the risk-based 
approach to audit and compliance, including 
proportionate responses to regulatory non-
compliance.  

• The severity of the non-compliance and the 
attitude of the regulated entity towards 
compliance are taken into account in 
determining an appropriate response to non-
compliance. This response can range from 
provision of support and education through to 
taking legal action. 

2. Regulators’ preferred 
approach to regulatory risk 
is regularly reassessed. 
Strategies, activities and 
enforcement actions are 
amended to reflect changing 
priorities that result from 
new and evolving 
regulatory threats, without 
diminishing regulatory 
certainty or impact. 

Risk and compliance 
procedures support 
governance of the 
program and are 
reviewed regularly.  

Mechanisms and 
opportunities are 
available for stakeholders 
to provide feedback 
about regulatory 
compliance activities. 

• The risk based audit and compliance 
processes, documented in the Compliance 
Monitoring & Support Framework, align with 
program requirements. 

• The risk register and audit processes were 
reviewed in 2016-17. 

• Stakeholders are able to use a range of 
mechanisms to provide feedback on 
regulatory compliance including: 

o Survey’s following closure of the audit 
process 

o consultations page on the program 
website; 

o via the hearing@health.gov.au mail box; 
o meetings and communications with 

targeted stakeholders on specific issues, 
including contracted service provider 
notices (CSPNs), which invite comment 
and feedback; and the feedback link on 
the program website. 

http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/home/hearing_professionals/audit/audit_compliance_framework_report
http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/home/hearing_professionals/audit/audit_compliance_framework_report
http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/home/hearing_professionals/audit/audit_compliance_framework_report
http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/home/hearing_professionals/audit/audit_compliance_framework_report
http://hearingservices.gov.au/wps/portal/hso/site/about/usefulinfo/consultations/landingopenconsultations/!ut/p/a1/tVJNU8IwFPwrXnrM5JF-EI4ZviwIjCNK2wuThpZGS1JsqvLvTR1nHA5UOZhbkp3dfW8XJzjCieJvcs-N1IqX7T0JtvN7P-iFQOb0aTUBxpaPd7OJR2AFeIMTnAhlKlPguKj1jdDKZMo4UDVpKYUDhT5kDvBUN_axqbO8KaXKtQMWWTel-ZKqHSi52km111Wmzn5agUrIHY69gaCw61NEshSQ5-UCUT8VyHNzQnwaCHdArePYOoYLh8GfBuqAgP8N6JCIrYf-ltARux14vXA1DsfAhtP1bEpDMh35-OHKoboJ13A14ey3Ndg1ktfFcLG3tNwUqI0MRz_x4eg8pOhifJZJPh-PCbM9abvxYXD0P0WpDgfqntBLvlwintLTe7Zhn1oNoYE!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/HSOHome/!ut/p/a1/04_Sj9CPykssy0xPLMnMz0vMAfGjzOK9A03NDD0NjLwtwvzdDBwd_UJ9vNxMjAy8DYAKIoEKDHAARwNC-sP1o_AqMTCFKsBjRUFuhEGmo6IiAGbW_L4!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/HSOHome/!ut/p/a1/04_Sj9CPykssy0xPLMnMz0vMAfGjzOK9A03NDD0NjLwtwvzdDBwd_UJ9vNxMjAy8DYAKIoEKDHAARwNC-sP1o_AqMTCFKsBjRUFuhEGmo6IiAGbW_L4!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/wcm/connect/hso/hso+content/public/home/for+everyone/clientinfo/complaints
http://hearingservices.gov.au/wps/portal/hso/site/prof/contractedserviceprovidernotices/!ut/p/a1/tZLLboMwEEV_pV1kaXl4Jc4SpQmFvFT1BWwiYwy4DTYBFzV_X1N1W9Is6oWlka-P74wvTnGMU0l7UVItlKTHoU6nh_WDN7VCsNfkZb8C3989b6KVa0Pg4lec4pRJ3egKJ1WnbpiSmks9geYjOwo2gUrV3OyctkKWh6ZVBe-6b3o3gUHdUqZ53vG2F4yb817kvJVKm6ob6A0TOU54lnkOLxiaWRSQO_UIIjMnQ3lBcpfCnLsZN3YTYxd-WT78qZsRCXg_gpEnEuNhdrDJnX8_d61wvwyX4C-CpyggoR14Hn68sqlx4AauBkaXxmDGaLfbxbY0WKorJGShcHzxr8w18XY6pb5JxJCCT43jf4hEU9fEOaP3YrdDNCNn51jefgFGWXKq/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/prof/contractedserviceprovidernotices/!ut/p/a1/tZLLboMwEEV_pV1kaXl4Jc4SpQmFvFT1BWwiYwy4DTYBFzV_X1N1W9Is6oWlka-P74wvTnGMU0l7UVItlKTHoU6nh_WDN7VCsNfkZb8C3989b6KVa0Pg4lec4pRJ3egKJ1WnbpiSmks9geYjOwo2gUrV3OyctkKWh6ZVBe-6b3o3gUHdUqZ53vG2F4yb817kvJVKm6ob6A0TOU54lnkOLxiaWRSQO_UIIjMnQ3lBcpfCnLsZN3YTYxd-WT78qZsRCXg_gpEnEuNhdrDJnX8_d61wvwyX4C-CpyggoR14Hn68sqlx4AauBkaXxmDGaLfbxbY0WKorJGShcHzxr8w18XY6pb5JxJCCT43jf4hEU9fEOaP3YrdDNCNn51jefgFGWXKq/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/webform/feedbackform/!ut/p/a1/lZHNboMwEIRfpReOljcYDBxRpUjkBxRVbcGXyjZ2cBMMSdymefsaqVLVQ9NmbyvN7n6zgxmuMbP83Wy5M4Pl-6ln9GW5iemsgHCZPlVzyPPycbWYRyFQip8xw0xaN7oON91puJODdcq6AMY3sTcygLMSejj2AWilWsHlbuqmqVGaFjdtRFKuMkCKRhJFXGskZEwQTTiQjGSRSKXHaDwG_FI5_IvyigTiL8GVE41nSL43VEBiyDeQJUVFZ1AQ_HCjqcVf1N51eFzfr7d-LXcdMlYPuP7xRi8xr4cDy30I0-M_HK5vSGHs-5Rc0E6XJWLicv4EPSlBEQ!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/


 

 

Measure HDIS Evidence Metric Evidence 

3. Regulators recognise the 
compliance record of 
regulated entities, including 
using earned autonomy 
where this is appropriate.  

All available and relevant 
data on compliance, 
including evidence of 
relevant external 
verification is considered. 

Multiple indicators 
(claiming data, 
complaints, referrals etc.) 
are used to assess risk 
biannually.  

Compliance responses 
and actions are reduced 
for regulated entities with 
a good compliance 
record. 

• A compliance risk register, reviewed in 2016-
17, is maintained. The register is used to track 
risk indicators that identify service providers 
that present the greatest risk of non-
compliance with program requirements. 

• Through the register, risks are analysed to 
prioritise those service providers that will be 
scheduled for audit. 

Self-assessed rating: Very Good 

4. Compliance and monitoring approaches are streamlined and coordinated. 

Measure HDIS Evidence Metric Evidence 

1. Regulators’ information 
requests are tailored and only 
made when necessary to secure 
regulatory objectives, and only 
then in a way that minimises 
impact. 

A Stakeholder Engagement 
Plan, reviewed annually, 
advises stakeholders when 
consultation will occur. 

• The 2016-17 Stakeholder Engagement 
Plan  advised stakeholders on planned 
consultations and the opportunities to 
provide input. 

• A Stakeholder Engagement Plan 
ensured a coordinated approach to 
contacting stakeholders for the 
collection of input and information. 

2. Regulators’ frequency of 
information collection is 
minimised and coordinated 
with similar processes 
including those of other 
regulators so that, as far as 
possible, information is only 
requested once. 

3. Regulators utilise existing 
information to limit the reliance 
on requests from regulated 
entities and share the 
information among other 
regulators, where possible. 

Existing information sources 
will be considered prior to 
any requests of stakeholders. 

• We continued to use information and 
data from existing information 
technology sources including the HSO 
portal and the Department of Human 
Services (e-claiming). 

• Information and advice is also 
obtained through targeted committees, 
groups, and organisations with an 
agreed relationship with us, including: 

o Industry and practitioner 
professional bodies; and 

o Australian Hearing;  

http://www.hearingservices.gov.au/wps/portal/hso/site/about/usefulinfo/publications/stakeholder-engagement-plan-2016-17/!ut/p/a1/tVJNU8IwFPwrXnrM5CW0JRw7fFkQGEeUthcmLemHtEmhqcq_N3V09CLCwdxeZmd339vFEQ5wJPlLkXFdKMnLbo7c7fzecYkPdM6eVhPwvOXj3WxiU1gB3uAIR4nUtc5xmDfqJlFSC6ktqNu4LBILclUJC3isWvPZNiJty0Km6gvwodRY0Gi-F7kqd-KIhMx4JipDg-qSS0SBuIj0O6k6KXY4BCZSwmMHUZ6kyHYFRTwdABKkx3aDHggCtvEeGu_wy_PgotXOQMD5BJyRCI2H_paykXc7sIm_Gvtj8IbT9WzKfDodOfjhyqXOE67hasLZX2cwZ6THxXCRGVquc9SFh4PvIHHwM0gcXBKk4SyeD4fIM93p-vKmcfDf5amrivVOaJ8ul4jH7PQqNt472vl9aQ!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/about/usefulinfo/publications/stakeholder-engagement-plan-2016-17/!ut/p/a1/tVJNU8IwFPwrXnrM5CW0JRw7fFkQGEeUthcmLemHtEmhqcq_N3V09CLCwdxeZmd339vFEQ5wJPlLkXFdKMnLbo7c7fzecYkPdM6eVhPwvOXj3WxiU1gB3uAIR4nUtc5xmDfqJlFSC6ktqNu4LBILclUJC3isWvPZNiJty0Km6gvwodRY0Gi-F7kqd-KIhMx4JipDg-qSS0SBuIj0O6k6KXY4BCZSwmMHUZ6kyHYFRTwdABKkx3aDHggCtvEeGu_wy_PgotXOQMD5BJyRCI2H_paykXc7sIm_Gvtj8IbT9WzKfDodOfjhyqXOE67hasLZX2cwZ6THxXCRGVquc9SFh4PvIHHwM0gcXBKk4SyeD4fIM93p-vKmcfDf5amrivVOaJ8ul4jH7PQqNt472vl9aQ!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/hso_online_project/!ut/p/a1/pZFPU4MwEMW_ih44ZrKkQOHI9J9QW8axauHChBhKKiQUU9t-e4OjN6123Ft2Xt6-3R_O8Bpnkr6JDdVCSVr378zL53euZ0dA5v5jMoUwXD7cxlOHQAL4CWc4Y1K3usJp9aqumJKaS21Buy9qwSyoVMMtoIXam-ahUrTjB9Mw2lzJWkiet53acqZ7p5aJZ5x6g8DhNjiIUyDI8QIXBUMaIG9QBsCI7dCiNNFSEw1-qBD-lPyMBNxPwZkRqckwzIk_Dm8Cx46SSTSBcDRbxTM_IrOxi-8vXOq84QouNox_O4M5I-kWo8XG2FJdISFLhddfnPD6G07mi9judlloyPe0j_pD9h_0bdP4gxN6KZdLRAv_dHTT63fK1uHR/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/hso_online_project/!ut/p/a1/pZFPU4MwEMW_ih44ZrKkQOHI9J9QW8axauHChBhKKiQUU9t-e4OjN6123Ft2Xt6-3R_O8Bpnkr6JDdVCSVr378zL53euZ0dA5v5jMoUwXD7cxlOHQAL4CWc4Y1K3usJp9aqumJKaS21Buy9qwSyoVMMtoIXam-ahUrTjB9Mw2lzJWkiet53acqZ7p5aJZ5x6g8DhNjiIUyDI8QIXBUMaIG9QBsCI7dCiNNFSEw1-qBD-lPyMBNxPwZkRqckwzIk_Dm8Cx46SSTSBcDRbxTM_IrOxi-8vXOq84QouNox_O4M5I-kWo8XG2FJdISFLhddfnPD6G07mi9judlloyPe0j_pD9h_0bdP4gxN6KZdLRAv_dHTT63fK1uHR/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/prof/claiming/eclaiminglanding/!ut/p/a1/rVLLboMwEPyV9sDR8kIwjyNKEwpJiKq-gAsyDwe3YEhwq-Tva6rmVJU2Un2wvdZ6dnZmcYpjnAr6zndU8k7QZoxTK1vdEUsPwFg5T9sleF70uA6XpgG-iZ9xitNCyF7WOKmH7qrohKyE1KB_yxteaFB3baX2ih642GX9oWPVMHyiDxoUDeWtetegOl8bKkp1jLh9wUucEJO5zNZ1ZLlAkFnmNnKIbiO3YK6Vs5nNSkMRTRRR-GF58Kc-JlKAfCVMlEgUBzsznBvv1jX1YLsIFuDN_YfQdwLDJwTfX9jUNOAaLgYMf5NByWgcNvONkr-nskZcsA7HZ2tw_M0l9YG_7Pepp6ZgdP4ocfyvY9C3rTM7oVcWRYjmzulIkusPq_eQWw!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
https://www.hearing.com.au/


 

 

Measure HDIS Evidence Metric Evidence 

o the National Disability Insurance 
Agency (NDIA) and other 
relevant Australian Government 
agencies. 

4. Regulators base monitoring 
and inspection approaches on 
risk and, where possible, take 
into account the circumstance 
and operational needs of the 
regulated entity. 

A risk-based approach, 
taking into account the 
circumstance and operational 
needs of stakeholders, is used 
when scheduling and 
prioritising compliance 
actions, including audits. 

• A compliance risk register, reviewed 
in 2016-17, is maintained. The register 
is used to track risk indicators that 
identify hearing service providers that 
present the greatest risk of non-
compliance with program 
requirements. 

• The register is used to prioritise those 
hearing service providers that will be 
scheduled for audit 

• Auditors work with hearing service 
providers to complete audits with 
minimal disruption to their operational 
requirements. 

Self-assessed rating: Very Good 

5. Regulators are open and transparent in their dealings with regulated entities. 

Measure HDIS Evidence Metric Evidence 

1. Regulators’ risk-based 
frameworks are publicly 
available in a format which is 
clear, understandable and 
accessible. 

The hearing services risk 
based Compliance 
Monitoring and Support 
Framework is published on 
the program website, and 
updated as necessary. 

• The Compliance Monitoring & 
Support Framework is available on our 
website for easy access and was 
reviewed twice in 2016-17. All related 
material on the website was also 
updated to ensure consistency with the 
Framework. 

2. Regulators are open and 
responsive to requests from 
regulated entities regarding the 
operation of the regulatory 
framework, and approaches 
implemented by regulators. 

Responses to requests from 
regulated entities are made 
within benchmark 
timeframes. 

• We endeavour to respond to all 
enquiries within 7 business days and, 
where possible, aim to resolve most 
enquiries within 28 days, which was 
consistently achieved in 2016-17. 

• We also meet with hearing service 
providers to provide support and 
education in relation to their capacity 
to comply. These meetings may be 
initiated by the provider or by Hearing 
Services and can be face-to-face or via 

http://www.ndis.gov.au/about-us
http://www.ndis.gov.au/about-us
http://hearingservices.gov.au/wps/portal/hso/site/prof/audit/audit_compliance_how_it_works/!ut/p/a1/tVJNb8IwDP0r24FjFJM2WTlWDLryqWlftJcqLQ3NoElpw4B_T4q4wsZhPthKZD8_2w_HeIFjxX_kihupFd-075gl41fKuiGQsfc5H4Lvzz4mo6FLIHDxF45xnClTmQJHRaMfMq1MrkwHql26kVkHCl3m1ue8lmqVVLUWedOc0ZsO8N1SmktIMl1WG8lVlieF3if2Z6_rddN2qDK5xBEThDMKXeSJPEVuygTiztJBbg8Y7wnCHEEt5chShivmw58mupEC9JJwo0VkOTwlxHv2X3puN5wPwgH4_eB9FHghCSjFb3cOdRtwAncDjn5bg10jqaf96crCclMgqYTGi_OhLuHqvWyp_N5uY98qo1XDwVb8kzSqsvScI1qL2Qzx1DseaPR4Aiu0QnI!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/prof/audit/audit_compliance_how_it_works/!ut/p/a1/tVJNb8IwDP0r24FjFJM2WTlWDLryqWlftJcqLQ3NoElpw4B_T4q4wsZhPthKZD8_2w_HeIFjxX_kihupFd-075gl41fKuiGQsfc5H4Lvzz4mo6FLIHDxF45xnClTmQJHRaMfMq1MrkwHql26kVkHCl3m1ue8lmqVVLUWedOc0ZsO8N1SmktIMl1WG8lVlieF3if2Z6_rddN2qDK5xBEThDMKXeSJPEVuygTiztJBbg8Y7wnCHEEt5chShivmw58mupEC9JJwo0VkOTwlxHv2X3puN5wPwgH4_eB9FHghCSjFb3cOdRtwAncDjn5bg10jqaf96crCclMgqYTGi_OhLuHqvWyp_N5uY98qo1XDwVb8kzSqsvScI1qL2Qzx1DseaPR4Aiu0QnI!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/


 

 

Measure HDIS Evidence Metric Evidence 

teleconferencing. 

3. Regulators’ performance 
measurement results are 
published in a timely manner to 
ensure accountability to the 
public. 

Performance information is 
published on the hearing 
services website. 

• The program website publishes annual 
performance information related to, 
regulatory performance, program 
utilisation, complaints, research 
outcomes, and audit and compliance. 

• Our Regulator Performance 
Framework 2015-16 self-assessment 
report was externally validated and 
published on the DoH website in 
December 2016. 

• The DoH Annual Report, provides a 
detailed description of the activities 
and reporting against planned 
outcomes and performance targets 
identified in the Health Portfolio 
Budget Statements and Additional 
Estimates Statements. 

Self-assessed rating: Very Good 

6. Regulators actively contribute to the continuous improvement of regulatory frameworks. 

Measure HDIS Evidence Metric Evidence 

1. Regulators establish cooperative 
and collaborative relationships with 
stakeholders to promote trust and 
improve the efficiency and 
effectiveness of the regulatory 
framework. 

We collaborate with 
stakeholders to improve 
program efficiency and 
effectiveness. 

• We conducted formal consultation 
with the hearing industry in 2016-17 
regarding the Review of Service Items 
and Fees and Supply of AHT, 
culminating in the release of a public 
discussion paper in April 2017. 

2. Regulators engage stakeholders 
in the development of options to 
reduce compliance costs. This could 
include industry self-regulation, 
changes to the overarching 
regulatory framework, or other 
strategies to streamline monitoring 
and compliance approaches. 

Annual self-assessment 
processes are 
maintained. 

Feedback mechanisms 
are available for 
regulated entities. 

• The annual Self Assessment Tool 
(SAT) process closed 31 October 
2016, with only two hearing service 
providers (1%) failing to submit a 
SAT. Four service providers reported 
breaches of program requirements and 
submitted rectification plans. 

• We facilitated the opportunity for 
feedback through targeted consultation 
groups, a public discussion paper 
regarding: 

o The review of Service Items and 

http://www.hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/deregulation/reg_peformance_framework/!ut/p/a1/tVLLbsJADPyVXnJcrcmb44pXAwVUlZYkl8gJG5JCdkO6NOXvWapW6oW0HOqTbVnjsWdoTEMaC3wvt6hKKXB_qWM3mT06bi8Ac-a_LMfA2OL5YTq2TVgCXdOYxplQtSpoVLzJu0wKxYUyoD6m-zIzoJAVNwBTedTNtpDY8FY3Nrzh2-P-c5EBOk9qnsumQpHxJG-w4q1sdhf0Ois3NLItC3s5psTro0ds284IcscjjpduXOD93HctTTfSdOFKMPjTNR0j4HwNdKyINAcvMf0hu-_bvWA5CkbABpPVdOIH5mTo0Kcbj-oGXMHNgNPf3qDfaDbzwXyrYVEVpBS5pOG3djT8qR0Nr2qnYcrXwyFm2iEXV3woGv6DReqq8q0T2eWLBcHUP7V8zc6WJAXV/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/program_stats/program_stats/!ut/p/a1/pVHLboMwEPyV9sDR8gYMMUeUB4U0oKppC1yQ7YRHGzABp0r-PiD10kiljbq3WY1mZ2dwgiOc1OyzzJkqZc32A06sdPVkWhMP9BV9DZfgOMHLo78kOoSA33CCE1GrRhU4Ljp5J2StdrXSoDnyfSk0KGS104BxeRyWrcxbVqWdYqq7goNSI8otjjmhlAhhIGFSgQhhFHEjmyLLtjnjGdWNLfTW4t4a_DAO_Mn5CAXML8LIibj3ME11OncebDLxwoW3AGfmbnyXero7N_HzjU-NC27gZkH_txj6GPV2PVvnvSxTBSrrTOLoezHXEMfl--GQOH3zQ9snhaN_Vt9UFTXO6CMLAsQ4PZ_M-P4CDvb1vQ!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/program_stats/program_stats/!ut/p/a1/pVHLboMwEPyV9sDR8gYMMUeUB4U0oKppC1yQ7YRHGzABp0r-PiD10kiljbq3WY1mZ2dwgiOc1OyzzJkqZc32A06sdPVkWhMP9BV9DZfgOMHLo78kOoSA33CCE1GrRhU4Ljp5J2StdrXSoDnyfSk0KGS104BxeRyWrcxbVqWdYqq7goNSI8otjjmhlAhhIGFSgQhhFHEjmyLLtjnjGdWNLfTW4t4a_DAO_Mn5CAXML8LIibj3ME11OncebDLxwoW3AGfmbnyXero7N_HzjU-NC27gZkH_txj6GPV2PVvnvSxTBSrrTOLoezHXEMfl--GQOH3zQ9snhaN_Vt9UFTXO6CMLAsQ4PZ_M-P4CDvb1vQ!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/program_stats/program_stats/!ut/p/a1/pVHLboMwEPyV9sDR8gYMMUeUB4U0oKppC1yQ7YRHGzABp0r-PiD10kiljbq3WY1mZ2dwgiOc1OyzzJkqZc32A06sdPVkWhMP9BV9DZfgOMHLo78kOoSA33CCE1GrRhU4Ljp5J2StdrXSoDnyfSk0KGS104BxeRyWrcxbVqWdYqq7goNSI8otjjmhlAhhIGFSgQhhFHEjmyLLtjnjGdWNLfTW4t4a_DAO_Mn5CAXML8LIibj3ME11OncebDLxwoW3AGfmbnyXero7N_HzjU-NC27gZkH_txj6GPV2PVvnvSxTBSrrTOLoezHXEMfl--GQOH3zQ9snhaN_Vt9UFTXO6CMLAsQ4PZ_M-P4CDvb1vQ!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/research/!ut/p/a1/nZFNU4MwEIb_ih44ZrJNA8Ix0w-EWhjHqsClE75KtBBKU9v--4YZ9SZa95adN---uw9OcISThn-IDVdCNnzbvxNrvXg0rZEHZGG_hHNgLHh-8OeUQAj4FSc4yRrVqgrH1V7eZLJRRaMMaA_pVmQGVLIuDOCpPOjmsZK8K4660RX7gndZ1f9vM5HjmDpALE5KlDnpCNHc4sjJc4oKB2hu0jHNKdGBYh0IfigGf8o7IAHzUzAwItYZ7tbEnrJ7h468cObNgE3cle_aHnGnJn66cqlhwxVcbej_dgZ9RtItJ8uNtuWqQqIpJY6-6ODom44WirfdLmGack_2pHD0L8xtXdvjM3ovgwDx1D6fzPj2AsJ2Q9c!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/research/!ut/p/a1/nZFNU4MwEIb_ih44ZrJNA8Ix0w-EWhjHqsClE75KtBBKU9v--4YZ9SZa95adN---uw9OcISThn-IDVdCNnzbvxNrvXg0rZEHZGG_hHNgLHh-8OeUQAj4FSc4yRrVqgrH1V7eZLJRRaMMaA_pVmQGVLIuDOCpPOjmsZK8K4660RX7gndZ1f9vM5HjmDpALE5KlDnpCNHc4sjJc4oKB2hu0jHNKdGBYh0IfigGf8o7IAHzUzAwItYZ7tbEnrJ7h468cObNgE3cle_aHnGnJn66cqlhwxVcbej_dgZ9RtItJ8uNtuWqQqIpJY6-6ODom44WirfdLmGack_2pHD0L8xtXdvjM3ovgwDx1D6fzPj2AsJ2Q9c!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/prof/audit/audit_lessons_learnt/!ut/p/a1/rVLLbsMgEPyV9pAjAhNwyBGlies8VfUVc7GIHzGtA45NquTvgyOfKjVtpHJgBOwOszsLBVxDoeWX2kqrjJZlexZ-PHuivhciPGNvqwnifPk6n04IRgGB71BAkWhb2QJGRWPuEqNtpm0PVYdNqZIeKswuc3sma6W3cVWbPGuaC3vTQ_KQKttBXLoHoxuHsta2Ja4SlcJogAnNveEApIRRQGiWAtb3KUB5SpN0SPoEZ05p5JSiHxZHfyrkSgiiXcCVLyKnYRBj9sAfh8QLV-NwjPgoeJkGLMQBpfD5xqKuE87RzYTT39rg2ojrxWixdbTSFkDp3MD1xZ8OvtvkMtTHfi-4m4PW-6O7-t9BqHY71j-Bz3y5BHLDTkca3Z8BJyTo_A!!/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.health.gov.au/internet/main/publishing.nsf/Content/RPT-self-assessment
http://www.health.gov.au/internet/main/publishing.nsf/Content/RPT-self-assessment
http://www.health.gov.au/internet/main/publishing.nsf/Content/RPT-self-assessment
http://www.hearingservices.gov.au/wps/portal/hso/site/about/whoarewe/about_aghsp/about_the_program/!ut/p/a1/rVLLbsIwEPyVXjhaXic8nKPFq4ECqkpLkku0CSZOS-IQTCl_j5EaiUtpkerbrHbHsztDIxrQqMTPPEOT6xK3Fxx14-lzp8t8cKb8bTECIeavT5NR24EF0BWNaJSWpjKKhmqvH1JdGlmaFlSHZJunLVC6kC3ARB9s8ag01vLYFGLM1L5qgFEyrmqd1VhcWKs0X9MwXXPwJFsTZJ5H2qybEnQTJDLpce4CZwzQygytTPjhCfjTFjdaoPPdcOOL0GroxQ4fiEevzfzF0B-C6I-XkzH3nfGgQ1_uXOo24RLuJpz8dgZ7Rqee9WeZpUWjSF5uNA0az2hw5VkDrj2z4_n7bhcJm4hLCr4MDf4xElVRcPdEPjbzOcGEn45yJc6kMYPO/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.health.gov.au/internet/budget/publishing.nsf/Content/2016-2017_Health_PBS
http://www.health.gov.au/internet/budget/publishing.nsf/Content/2016-2017_Health_PBS
http://www.health.gov.au/internet/budget/publishing.nsf/Content/2016-2017_Health_PBS
http://www.health.gov.au/internet/budget/publishing.nsf/Content/2016-2017_Health_PBS


 

 

Measure HDIS Evidence Metric Evidence 

Fees, and Supply of AHT; and  

o Facilitated in the development of a 
Service Delivery Framework for 
hearing services in Australia.  

3. Regulators regularly share 
feedback from stakeholders and 
performance information (including 
from inspections) with policy 
departments to improve the 
operation of the regulatory 
framework and administrative 
processes. 

Stakeholder feedback is 
disseminated and 
considered throughout 
the Office, the 
Department and 
Government as 
necessary. 

• Stakeholder feedback was considered 
and made available on the Closed 
Consultations page. 

Self-assessed rating: Very Good 

  

http://www.hearingservices.gov.au/wps/portal/hso/site/about/usefulinfo/consultations/previous/landingprevious/!ut/p/a1/tVLLboMwEPyVXjhaawgJcER5kjSJqqYtcImMY4NbYpNg0ubvY6o-1EpNm0N9Wq9Gs7M7AynEkEpyEDnRQklStv-0t57ddHt2hJ2Zf78c4TBc3F1PR66DlxgeIIWUSl3pApKiVldUSc2ktnDVZKWgFi7UllmYZKoxzaZmvCmF5MrCBlk3pX4dVRv8nh2EakxVErkRMn9vtBMqKjaQcOa5nr2hiLseQS7PPBR0eA8FzGYuoZlPWWAkJ0Yy_uGF-E8bnYHg7hvgzIjEaPDWjj8IJ4FrR8thNMRhf7yajv3IGQ-6cHvhUucJV_hiwulvZzBndPbz_jw3tEQXqPUM4k__IP7iH8QfdsXf_TNU4nG3S0OTlDYdLxrif4pKtd36nSN64osFIpl_fJ6U-Qmlff28/dl5/d5/L2dBISEvZ0FBIS9nQSEh/
http://www.hearingservices.gov.au/wps/portal/hso/site/about/usefulinfo/consultations/previous/landingprevious/!ut/p/a1/tVLLboMwEPyVXjhaawgJcER5kjSJqqYtcImMY4NbYpNg0ubvY6o-1EpNm0N9Wq9Gs7M7AynEkEpyEDnRQklStv-0t57ddHt2hJ2Zf78c4TBc3F1PR66DlxgeIIWUSl3pApKiVldUSc2ktnDVZKWgFi7UllmYZKoxzaZmvCmF5MrCBlk3pX4dVRv8nh2EakxVErkRMn9vtBMqKjaQcOa5nr2hiLseQS7PPBR0eA8FzGYuoZlPWWAkJ0Yy_uGF-E8bnYHg7hvgzIjEaPDWjj8IJ4FrR8thNMRhf7yajv3IGQ-6cHvhUucJV_hiwulvZzBndPbz_jw3tEQXqPUM4k__IP7iH8QfdsXf_TNU4nG3S0OTlDYdLxrif4pKtd36nSN64osFIpl_fJ6U-Qmlff28/dl5/d5/L2dBISEvZ0FBIS9nQSEh/


 

 

Concluding remarks 
In 2016-17, we engaged with the hearing sector to facilitate the development of a Service Delivery 
Framework. Following completion of this work it was agreed that hearing services would be included in the 
development of the National Safety and Quality Health Service (NSQHS) Standards for primary care 
settings. The ongoing work of this framework is being governed by the Australian Commission on Safety 
and Quality in Health Care under its Australian Health Services Safety and Quality Accreditation 
(AHSSQA) Scheme. 

PricewaterhouseCoopers (PwC) was commissioned by the DoH to conduct stakeholder meetings with 
hearing service providers, their representative industry bodies, suppliers of AHT and client advocacy groups 
regarding the joint review of Service Items and Fees, and Supply of AHT in the program. PwC released a 
public discussion paper in April 2017 and they received 37 responses.  

The program continued to fund research and development activities into hearing health, prevention and 
rehabilitation. The program website and online portal continue to improve access and reduce regulatory 
burden for hearing service providers and suppliers of hearing technology.  

Material continues to be developed to inform program client and industry of any program changes including 
the NDIS transition arrangements.  

Overall our self-assessed performance rating is Very Good against all KPIs.  
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