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Foreword
This Corporate Plan (the Plan) has been prepared 
at a time when Australia is responding to the global 
COVID-19 pandemic (the pandemic) and faces 
significant disruption and uncertainty.

This is clearly a challenging time that will impact our 
clients, our partners, the communities we serve and 
the economy well into the future.

Our response has been grounded in three key 
principles:

• to do everything we can to protect our people 
and our clients in line with our organisational 
responsibilities and Government expectations  
and directions;

• to remain ‘open for business’ given the importance 
of hearing services for our clients and stakeholders, 
especially in times of crisis; and

• to pivot for the future to ensure that we emerge 
from the pandemic with a healthy workforce and 
reputation and are well positioned to achieve 
our commercial and community (not-for-profit) 
objectives.

The organisation has responded well to the 
challenge. At the time of preparing this Plan, 97 per 
cent of our workforce of 1,354 people were at work, 
with 120 of them offering to be seconded to Services 
Australia. We are fully operational across Australia 
with all of our 166 hearing centres open for business 
and we are helping some 2,000 children, young 
adults, adults, pensioners and veterans each day 
(similar to pre-pandemic levels).

Dr Peta Seaton AM
Chair

Kim Terrell
Managing Director

It is also with great pride that we can already reflect 
on the positive, innovative changes our organisation 
has embraced during this unprecedented time.

With the support of Government, we have increased 
access to our services to all Australians and worked 
rapidly to implement a suite of new tele-audiology 
services that both meet clinical standards and have 
been embraced by our clients.

We will continue to make our services easier and 
faster to access across Australia in line with the 
needs of our clients and the broader expectations of 
the Government. We will also continue to support the 
Government’s objectives of improving accessibility  
of hearing services for the most vulnerable people  
in society.

And we remain committed to pursuing an ambitious 
transformation agenda to prevent hearing loss and 
to improve the quality and efficiency of our services 
based on world leading research, innovation and the 
use of data.

This Plan therefore, outlines how we will deal with 
the impact of the pandemic, ensure our long-term 
financial sustainability and stay focused on our 
strategic priorities that will deliver maximum value to 
our clients, partners and Government.
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Introduction
The Board of Hearing Australia (the Board), as the 
accountable authority, advises that:

• this Plan has been prepared in accordance 
with section 35(1)(b) of the Public Governance, 
Performance and Accountability Act (2013) (the 
PGPA Act) and sections 36-40 of the Australian 
Hearing Services Act (1991) (the AHS Act) and 
in accordance with section 16E of the Public 
Governance, Performance and Accountability  
Rule 2014

The objectives set out in this Plan are intended to guide the organisation through this 
changing and uncertain time, whilst remaining consistent with our long-term objectives and 
delivery of Government priorities. The viability and sustainability of our operations are forefront 
in this plan, as is our resolve to protect our workforce and maintain continuity of care for our 
clients, whilst meeting our legislative, policy and corporate governance requirements.

Given the significant uncertainty associated with the impact of the evolving pandemic, the 
Board notes that Hearing Australia may need to produce a revised Plan in 2020-21 in order to 
provide a more accurate forecast of Hearing Australia’s performance and financial results for  
the financial year.

• the reporting period for the Plan is the year 
beginning on 1 July 2020 and ending on  
30 June 2021 (financial year 2020-21), and

• the Plan covers the period from 2020-21 to  
2023-24.

The AHS Act requires the delivery of a Corporate 
Plan to the Minister for Government Services and the 
Minister for Finance at least 60 days before the start 
of the first reporting period to which the plan relates.
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Our purpose
Our vision

Our vision is to provide world leading research and 
hearing services for the wellbeing of all Australians.

Our vision explains our purpose, why we are here 
and what we aspire to achieve. We have a clear 
responsibility to deliver the best possible hearing 
health care for our clients and the communities we 
serve and to provide significant value to Government 
and our stakeholders. This is particularly the case as 
the nation deals with the pandemic.

We seek to create a positive impact in our day-
to-day work and contact with our clients and their 
families and communities, the Government, our 
partners and our people.

What we do changes lives and we do this with the 
greatest level of care and professionalism.

Our services are essential for our clients, particularly 
given the importance of people being able to hear 
and communicate with their families, communities, 
health professionals and workplaces. Our research 
leads to new innovations in hearing health care and 
insight into how to better treat those with hearing 
health needs. Delivering on our purpose contributes 
to national health outcomes.

Our functions

Hearing Australia is a corporate Commonwealth 
entity and is accountable to the Minister for 
Government Services.

We work closely with relevant Government 
departments, agencies and external partners to 
ensure our research and hearing services are of the 
highest standard.

We support initiatives to prevent hearing loss and 
advocate for improved access to, and quality of, 
hearing health services across Australia.

Hearing Australia’s functions are defined under 
Section 8 of the AHS Act. The functions include:

• the provision of hearing services to voucher-
holders under the Government’s Hearing  
Services Program and designated persons eligible 
under the Community Service Obligation (CSO) 
Program (including children, young adults, adults 
with complex needs and Aboriginal and Torres 
Strait Islanders);

• the provision of hearing services to Comcare 
clients and Commonwealth employees;

• entering into arrangements for the supply, 
research, design and development of hearing 
services, including providing services to anyone 
with a hearing loss;

• carrying out research; and

• providing advice, education, training and 
consultancy services in relation to hearing services.

The AHS Act also sets out a range of governance 
obligations and operational requirements for the 
organisation.

5



It is estimated that one in 1000 babies are born 
with hearing loss each year1 and that one in seven 
Australians (some 3.6 million people) currently 
experience some form of hearing loss, with this 
number set to double by 2060 with our ageing 
population.2

For Australians raised in a hearing world, the act 
of listening seems so effortless. It is not until we are 
straining to hear that we realise how important 
hearing is to our wellbeing, particularly in a crisis 
when access to information and connection to the 
ones we love is so critical.

It also highlights the importance of our work with 
the National Disability Insurance Agency to provide 
a rapid intervention pathway for children aged 
0-6 years. This pathway supports many hundreds 
of families each year to gain access to additional 
essential support and services for their children.

It is estimated that some 49 per cent of childhood 
hearing loss is preventable, as is 37 per cent of  
adult loss3. This represents a major economic and 
social cost to the nation. It is also worse for  
Aboriginal and Torres Strait Islander children, with 
the Australia Bureau of Statistics reporting in 2016 
that 8.4 per cent of Indigenous children aged 0-14 
reported hearing loss compared to 2.9 per cent for 
non-Indigenous children.4

Our clients
Our clients are at the heart of everything we do. We 
care for and support people with hearing loss right 
across Australia, including people living in rural and 
very remote communities. We offer a wide range 
of information, educational, research and clinical 
services, including the fitting of hearing devices and 
follow-up services.

We provide Government-funded hearing services 
to pension concession card holders, recipients 
of Centrelink sickness allowance, holders of a 
Department of Veterans’ Affairs Gold and White 
card, National Disability Insurance Scheme (NDIS) 
participants, children and young adults under the 
age of 26 years, adults with complex hearing needs 
and Aboriginal and Torres Strait Islander adults aged 
over 50 years or who are participating in Community 
Development Programs.

We also provide hearing services to over 20,000 
clients not eligible for Government-funded services.

Our operating environment
Hearing loss in Australia

1. Korver, A., Smith, R., Van Camp, G. et al. Congenital hearing loss. Nat Rev Dis Primers 3, 16094 (2017)
2. Deloitte Access Economics (2017). The social and economic cost of hearing loss in Australia, Canberra, ACT.
3. World Health Organisation (2016) Deafness and hearing loss (estimates for developed countries).
4. ABS (Australian Bureau of Statistics) 2016. National Aboriginal and Torres Strait Islander Social Survey, 2014–15. ABS cat. no. 4714.0. 

Canberra: ABS.
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The COVID-19 pandemic
The pandemic has had a significant impact on our 
operating environment and will continue to do so for 
the foreseeable future. From the outset we sought to 
protect the health and wellbeing of our people and 
our clients, whilst maintaining our essential services.5

We anticipate that it will result in significant changes 
across the hearing sector driven by evolving client 
needs and innovation. We also know that people 
consider the maintenance of their hearing health as 
essential and expect to be able to get help when 
and where they need it.

In response, over the past few months we have 
pivoted our operations to ensure that our services 
remain accessible to clients across Australia whilst 
social distancing and other restrictions remain in 
place. Our permanent hearing centres remain open 
and we are committed to assisting anyone in need  
of hearing help.

We have significantly increased our use of tele-
audiology services to help clients stay safe in their 
homes whilst receiving the services they need. We 
have successfully maintained the highest standards 
of care to ensure this is a safe, convenient and 
professional option for clients.

Each week, we continue to help some ten children 
hear for the first time.

In addition, we have implemented a ‘no-contact’ 
maintenance, repair and replacement service, 
new online screening services and maintained a 
consistent flow of information to clients about our 
response to the pandemic.

We also continue to work with Government and 
stakeholders to improve and increase our range of 
tele-audiology services and support the delivery of 
national hearing health outcomes.

Whilst we have paused our remote outreach 
programs following the restrictions on travel 
to remote communities, we are leveraging our 
connections with local providers to support tele-
supervision services to ensure children and adults 
in remote communities continue to receive early 
intervention care and support. We are also putting 
in place plans to readily deploy to rural and regional 
areas when the travel restrictions are lifted. This 
includes continuing to train Royal Flying Doctor 
Service staff in the use of Hearing Australia toolkits 
that will see additional hearing checks offered in the 
communities they serve.

The prevention of hearing loss
As highlighted above, almost half of childhood 
hearing loss is preventable, as is over a third of adult 
hearing loss6. We also know that certain parts of our 
community, especially Aboriginal and Torres Strait 
Islander peoples, face unacceptably higher levels of 
avoidable hearing loss compared with other parts of 
the community.7

With the support of Government, Hearing Australia is 
increasing its focus and investment in the prevention 
of avoidable hearing loss.

Phase 1 of this work commenced in 2019 with the 
establishment of the Hearing Assessment Program 
(HAP) for rural and remote Aboriginal and Torres Strait 
Islander communities and five prevention research 
projects to increase our evidence base.

Phase 2 will focus on the development of a national 
hearing loss prevention strategy and small but 
scalable trials to identify new ways of preventing 
avoidable hearing loss. We will have a greater 
emphasis on outcomes-based service models and 
will use data to strengthen these models.

5. The World Health Organisation declared COVID-19 a pandemic on 11 March 2020. The Australian Government implemented a range of 
measures, including measures for the APS and agencies, which Hearing Australia adhered to. 

6. World Health Organisation (2016) Deafness and hearing loss (estimates for developed countries).
7. Australian Institute of Health and Welfare (2018) Australia’s Health 2018.
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We value our existing engagement with some  
state government agencies, and partners including 
the Royal Flying Doctor Service, where we will 
continue to foster and work together on new 
prevention initiatives.

Multi-channel, multi-party collaboration is essential 
when tackling the complexity of prevention, 
otherwise investments will remain disparate, 
duplicative and ineffective. Unless we work together, 
the many stakeholders - industry, governments, 
researchers and non-government organisations 
(NGOs) – will continue to miss the mark and allow 
the continuation of such high rates of preventable 
hearing loss.

We will build on recent initiatives to tackle prevention 
on a national scale by mobilising a coalition to 
leverage existing expertise and maximise impact 
across Australia. We envisage this coalition will 
develop a national hearing loss prevention strategy 
which will help shape and drive more ambitious 
prevention projects over the coming 1-2 years.

Additional key drivers
There are a number of additional drivers that will 
continue to shape our operating environment and our 
services over the short to medium term. These include:

• the needs and expectations of clients – which 
are rapidly changing in the light of technology 
advances and the increase in digital health 
solutions;

• the rapid advancement of hearing device 
technology and the development of new solutions 
for different parts of the hearing services market;

• an increasingly dynamic and competitive 
marketplace which will continue to challenge our 
operating model and service options; and

• changing population demographics that are 
increasingly congregating in metropolitan areas 
and an ageing population.

Our response will be to continue to invest in research 
and innovation to ensure Hearing Australia’s services 
remain world class and meet the needs and 
expectations of our clients.
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Our strategic focus

Strategic Pillars
Hearing Australia’s three strategic pillars will continue to guide our organisation over the next four years.  
They are:

• Delivering excellent outcomes

• Providing great value to Government and our partners

• Being a high performing organisation.

Each pillar underpins our vision to provide world leading research and hearing services for the wellbeing of  
all Australians.

The Plan is designed to keep Hearing Australia progressing towards our longer term strategic 
objectives. It contains our best efforts to predict the medium to longer term impacts of 
the unprecedented pandemic on our business. Importantly, we are already adjusting our 
organisation to effectively deliver services in this new world and we look forward to refining 
our service offers to the benefit of all stakeholders.

Providing Great Value to 
Government and Partners 

C) Productive Government 
Engagement 

• C 1. Proactively engaging the 
government on policy, advice 
and stewardship of resources 
to deliver on our mission and 
objectives both during periods 
of pandemic and beyond 

D) Productive Partner Engagement 

• D 1. Collaborate with strategic 
partners for mutually beneficial 
outcomes in products, services 
and research that deliver better 
hearing health for all Australians 

Being a High  
Performing Organisation 

E) Business Acumen and Growth 

• E 1. Sustainably growing 
commercial revenue and profits 
in response to market whilst 
aligning to our mission and 
objectives 

• E 2. Optimising operational 
efficiency and effectiveness 
across people, processes, 
research and technology 

• E 3. Conscious and deliberate 
consideration of risk and 
compliance 

• E 4. Using data to better inform 
service design, customer 
experience and organisational 
performance 

F) Purpose Driven Organisation 

• F1. Developing people and 
research, instilling the right 
culture and inspiring new ways of 
working and thinking throughout 
Hearing Australia 

A) Brilliant Client Experiences

• A 1. Making it easier for people 
and clients to engage with us 
at every stage of their journey 
and achieve the best possible 
hearing outcomes, even during 
the pandemic period 

• A2. Using the right research, 
tools, processes and 
capabilities, to make 
interactions seamless for 
clients and our people, using 
conventional, digital and  
tele-audiology services

B) lmpactful Community Outcomes

• B 1. Improving the hearing 
health of all Australians through 
the prevention of avoidable 
hearing loss, research and 
delivery of evidence-based 
community services

Delivering Excellent Outcomes

The following sections provide further details of the key themes under each of these pillars and the actions that 
Hearing Australia will undertake to achieve them.

Despite the pandemic, the fundamentals of our strategic focus remain consistent and our commitment to our 
clients, our people, partners and Government stakeholders remain unchanged.
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Strategic Pillar 1: Deliver Excellent Outcomes

To deliver excellent outcomes we will pursue the 
delivery of great client experiences and impactful 
community outcomes as follows:

A. Brilliant client experiences

• (A.1) Making it easier for people and clients 
to engage with us at every stage of their 
journey and achieve the best possible hearing 
outcomes. This includes increasing our tele-
audiology and digital services to make it safe 
and easier for clients to access the services they 
need with minimal to no physical contact.

• (A.2) Using the right research, tools, processes 
and capabilities to make interactions seamless 
for clients and our people, by quickly adapting 
to deliver contactless solutions during the 
pandemic.

B. Impactful community outcomes

• (B.1) Improving the hearing health of all 
Australians through the prevention of avoidable 
hearing loss, research and delivery of evidence-
based community services. We remain steadfast 
in our commitment to reduce the rate of hearing 
loss in Aboriginal and Torres Strait Islander 
children by at least half by 2029.

Strategic Pillar 2: Great Value to Government and 
Partners

Hearing Australia delivers significant levels of services 
on behalf of Government, using taxpayer and 
community resources. In delivering great value to 
Government and partners we will:

C. Productive Government engagement

• (C.1) Proactively engage the Government on 
policy, advice and stewardship of resources 
to deliver on our vision and objectives both 
during periods of pandemic and beyond. We 
will leverage insights from our clients, research 
outcomes and accelerated trials to help shape 
effective, efficient suitable outcomes, particularly 
in the areas of tele-audiology services. We will 
also play our role in the national response to 
the pandemic and support the Government’s 
broader Australian Public Sector Reform 
agenda.

D. Productive partner engagement

• (D.1) Collaborate with strategic partners for 
mutually beneficial outcomes in products, 
services and research that deliver better hearing 
health for all Australians. We are already 
working with hearing aid suppliers to accelerate 
availability of suitable contactless devices for 
trials and adjusting supply chain and logistics 
distribution to support clients and partners 
during periods of social distancing as a result of 
the pandemic. We will also continue to engage 
with universities, not-for-profit hearing providers 
and consumer organisations to deliver better 
hearing health outcomes.

Strategic Pillar 3: Being a High Performing 
Organisation

Hearing Australia aspires to be a high performing 
organisation that is financially sustainable, highly 
reputable and successful in pursuing its strategic 
objectives. To do this we will focus on:

E. Business acumen and growth

• (E.1) Sustainably growing commercial revenue 
and profits in line with our vision and objectives.

• (E.2) Optimising operational efficiency and 
effectiveness across people, processes, research 
and technology. We will prudently manage 
our costs to ensure the viability and long-
term sustainability of our business through this 
immediate pandemic and beyond. This includes 
working flexibly to ensure minimal disruption  
and continuity of care for clients. We will 
continually evaluate our commercial services 
so that we remain an efficient and innovative 
organisation that can adapt to market 
conditions and client needs.

• (E.3) Conscious and deliberate consideration  
of risk and compliance. We will continue to  
build capability within the organisation in 
relation to risk and compliance management 
to ensure that decisions and outcomes are 
optimised and in line with regulatory and 
stakeholder expectations.
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• (E.4) Using data to better inform service design, 
customer experience and organisational 
performance. We will achieve this by applying 
data insights to drive innovation in service trials 
and measuring outcomes in new service delivery 
models.

F. Purpose Driven Organisation

• (F.1) Developing leadership, people and research, 
instilling the right culture and inspiring new ways 
of working and thinking throughout Hearing 
Australia. We are incorporating these new 
ways of working and thinking by collaborating 
and trialing new ideas quickly and developing 
minimum viable products. This agility will enable 
us to deliver world class client outcomes, while 
continuing to successfully respond to unforeseen 
challenges and opportunities.

Improving client experience
In 2018-19 we embarked on a transformation 
program, investing significantly in our people and our 
systems. This included building internal capabilities 
to deliver better value for Government in our not-for-
profit work, to meet strategic commercial challenges 
and to improve our workforce, governance, 
compliance and risk management systems. We 
are now beginning to realise the benefits of this 
investment.

This includes re-designing client-centric journeys 
to better meet the needs of clients. This has been 
accelerated by the pandemic with a significant 
change in how we deliver appointments via the 
telephone and video conference. Initial client 
feedback has been positive, and a critical enabler 
was Government changes to support the use of tele-
audiology services.  We will seek to build on these 
reforms going forward.

Over the next 12 months we intend to continue this 
trajectory by expanding our suite of digital tools 
to provide more resources for clients to manage 
their hearing care and appointments online and 
remotely. This vision is at the heart of our Systems 
Modernisation Program currently underway to 
equip and deliver excellent client outcomes and 
productivity improvements. We will also continue to 
explore new technologies and products that support 
remote treatment with a desired end state that 
clients, if they wish, can receive up to 100 per cent of 
their care without entering a physical centre.

Our Strategic Human Resources Program is also 
building the capabilities we need to support this 
transformation, with a strong focus on collaboration, 
innovation, commerciality, future focus and agility. 
This includes strong senior management sponsorship 
of change programs, equipping managers with the 
insights and knowledge to build high-performing 
teams, and developing future-fit, processes, systems 
and policies to ensure the sustainability of our value 
to clients, partners and the Government.
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The Board’s functions, under the AHS Act, are to 
decide the objectives, strategies and policies to be 
followed by Hearing Australia and to ensure that 
the organisation performs its functions in a proper, 
efficient and economical manner.

The Board reports to the Minister for Government 
Services and is supported by three committees:

• the Audit and Risk Management Committee

• the Research and Innovation Committee, and

• the Remuneration Committee.

The Board and its Committees meet on a regular 
basis and provide a strong level of guidance and 
oversight of the organisation and its operations.  

Our governance arrangements

This includes oversight of Hearing Australia’s:

• financial and operational performance

• progress against strategic initiatives and key 
performance measures

• regular reporting to the Minister for Government 
Services

• risk management and compliance programs

• workforce and people strategies (including 
oversight of our safety management system)

• internal audit program and compliance 
with Australian National Audit Office (ANAO) 
requirements and PGPA Act requirements, and

• annual reporting to the Minister for Government 
Services, including financial performance reporting.

The Board is committed to the ongoing development 
of its members to ensure that it has the right level 
of skills and capabilities to enable it to successfully 
perform its functions. The Board appoints additional 
members to its committees where required to ensure 
that they have access to the necessary skills and 
experience to fulfil their functions.

The Board of Hearing Australia is established under the AHS Act and currently consists of the 
Chair, the Managing Director, four Non-Executive Directors and a Special Purpose Director.
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Organisational Governance Structure

Minister for  
Government Services

The Secretary of 
Department of  
Social Services 

The Board of  
Hearing Australia

The Managing Director 
of Hearing Australia

Hearing Australia

Systems Modernisation 
Committee

Audit and Risk 
Management 

Committee

Research and 
Innovation Committee

Remuneration 
Committee
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This section of the Plan is prepared in accordance 
with item 4(c) of t he table in subsection 16E( 2) of the 
Public Governance, Performance and Accountability 
Rule 2014 and Section 38 of the AHS Act.

The table outlines the performance activities and 
target results that Hearing Australia will use during 
2020-21. 

The tables highlight the proposed changes and 
modifications to the coming year to better align 
with the overall strategy and the business key 
performance indicators that are used to measure  
our performance on a monthly  basis.

Our performance measures

Strategic 

Pillars

Activity Performance 

Measurement

YTD Numbers

(Forecast 
March 2020)

Target  

2020-21 

Target  

2021-22

Target   

2022-2023

Target   

2023-24

1. Deliver 
excellent 
outcomes

1 .1 Reduce the 
current rate of 
hearing loss in 
Aboriginal and 
Torres Strait Islander 
children by at least 
half by 2029

As determined  
by ABS data

On track Achieved Achieved Achieved Achieved

1.2 Implement 
agreed hearing 
loss prevention 
initiatives

HAP communities 
target achieved

RFDS program 
established  
and managed 

Hearing Australia  
projects 
successfully  
managed and 
delivered

National Hearing  
Loss Prevention  
Strategy 
developed  
and implemented

65

On track

On track

New measure

66

Achieved

Achieved

Achieved

140

Achieved

Achieved

Achieved

To be 
determined

Achieved

Achieved

Achieved

To be 
determined

Achieved

Achieved

Achieved

1 .3 Prevent hearing 
loss in Aboriginal 
and Torres Strait 
Islander children 
aged 0-6 years

HAP program 
children target  
achieved

1,809 2,000 4,000 8,000 16,000

1.4 Help Aboriginal 
and Torres Strait 
Islander children 
with hearing loss

Reduce the 
average age 
of first fitting to 
under 5 years by 
75% by 2023

On track On track On track On track On track
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Strategic 

Pillars

Activity Performance 

Measurement

YTD Numbers

(Forecast 
March 2020)

Target  

2020-21 

Target  

2021-22

Target   

2022-2023

Target   

2023-24

1.5 Services 
provided to 
all Community 
Service 
Obligation (CSO) 
clients

Total number of 
CSO Services 
YTO

125,193 118,000 134,000 150,000 166,000

1.6 Services 
provided 
to children 
and young 
Australians

Increase 
proportion of 
0-25yo WHL YOY

On track Achieved Increase Increase Increase

1.7 Services 
provided to 
Aboriginal and 
Torres Strait 
Islander peoples

Increase 
proportion of 
aided ATSI seen 
YOY

On track Achieved Increase Increase Increase

1.8 Services 
provided to 
adults with 
complex hearing 
needs

85%+ complex 
adult aided 
annual review

86.5% 85% 86% 87% 87%

2. Providing 
Great 
value to 
Government 
and partners

2.1 Provision of 
high- quality 
advice and 
support to 
Government 
and partners to 
improve national 
hearing health 
outcomes

Quality of advice 
and support

On track Achieved Achieved Achieved Achieved
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