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TRUSTEES' REPORT (CONTINUED)
FOR THE YEAR ENDED 31 MARCH 2025

Achievements and performance (continued)

Hearing Support Service (HSS) – maintenance of NHS issued hearing aids and ear otoscopy

The Hearing Support Service (HSS) is our most long-standing support service, established over 35 years ago
and offering practical assistance, information and advice to users of NHS hearing aids.  The support provided by
the HSS is absolutely necessary and essential for continued and regular use of hearing aids, as hearing aid
components deteriorate with daily use and need regular maintenance or replacement to keep them in working
condition and effective.  The majority of our service users are not able to undertake the self-maintenance due to
age-related dexterity, frailty or memory issues. 

HSS is highly accessible and is delivered across Norfolk by a small team of part-time staff, and a team of well-
trained and dedicated volunteers via home visiting, community-based and mobile clinics, over the phone, online
and via the postal service.

During the year we have further increased the number of community-based clinics sessions.  To achieve a more
efficient use of our resources, and most importantly to enhance the support offered during one point of contact,
we have fully integrated the delivery of our outreach mobile hearing support with the ‘Cuppa Care’ sessions.
This has also enabled us to increase the reach of the service and support more people closer to where they live.
We received very positive feedback from our service users regarding the integration of these two activities.

We continued to work in close collaboration with Audiology Departments from the Norfolk & Norwich University
Hospital, James Paget University Hospital, and West Suffolk Hospital.  The hospitals provide us with the
supplies required to undertake maintenance and repair work.  We work closely with a number of care homes,
GP Practices, local charities, community organisations and supermarkets, who make their premises available to
us free of charge, so we can run our community-based clinics or use the car parks to accommodate our mobile
clinic. 

HSS supports a large proportion of the elderly population of Norfolk.  A big percentage of this cohort are
experiencing hearing loss by virtue of ageing, but they are also affected by other issues such as loneliness,
isolation, ill health, mobility issues and challenges with access to services due to the rurality of our county.  Rural
and coastal areas of Norfolk experience challenges with their infrastructure, with many residential areas lacking
reliable public transport and access to services.  We do our best to bring our services into the community to
ensure equal access. 

To alleviate some of these challenges and to ensure that our support is accessible, we run our HSS clinics
across the county on a regular and timetabled basis from either our mobile clinic (‘Cuppa Care’), covering 34
locations across Norfolk, 7 community-based venues, 20 care homes/sheltered accommodations, and
domiciliary visits for housebound service users.  Clinic sessions are generally run as 2-hour sessions, with the
length of the appointment being 15 minutes an average.
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