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On behalf of the California Department of Public Health, Office of Family Planning, I would like to welcome you to the Family PACT module, Helping Your Clients Understand: Improving Health Communication in your Family PACT practice. 


PACT Accompanying Documents
' to This Module

m All documents referenced In this

module, including the module
evaluation form are available for you to

download from the familypact.org
website.

Prior to beginning the module, you can
orint the documents by clicking on the
Ist located just below the actual

module link.
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All documents referenced in this module, including the module evaluation form, are available for you to download from the familypact.org website.  Prior to beginning the module, you can print the documents by clicking on the attachments located just below the actual module link.  



Navigation Tips

m Close all other Internet windows and
applications before starting the
module.

m The module will advance
automatically.

m If you need to interrupt the module and
come back to it later, use the arrow
keys on keyboard to manually advance
or reverse slides.
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Here are some navigation tips for this module.

Please make sure to close all other Internet windows and applications before starting this module.  The module will advance automatically.  If you must interrupt your viewing of this module, you can use the arrow keys on your keyboard to manually advance or reverse slides to get back to the place where you left off.



Objectives

Define health literacy.

Describe the importance of health
literacy.

ldentify ways you can improve
health communication in your
Family PACT practice.
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There are 3 objectives that from the outline of what will be covered in this module. At the conclusion of this module you will be able to:
 Define health literacy.
 Describe the importance of health literacy.
3.   Identify ways you can improve health communication in your Family PACT practice.
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What is Health Literacy?
Health literacy is all about communication.  As Family PACT providers, it’s important to work to improve our skills in communicating.  Because of the complexity of today’s health care system, we cannot expect our health care clients to have the same knowledge and vocabulary that took years for many of us to acquire. 


A What is Health Literacy?

m A person’s abllity to read, understand,
and use health care information to make
good health care decisions and to safely
follow instructions for care and treatment.

m A health care provider’s ability to explain,
write, and share health care information Iin
a way that clients can truly understand
and get the health care they need.
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We would like you to think about Health Literacy in a dual way.

First, health literacy refers to a person’s ability to read, understand, and use health care information to make good health care decisions and to safely follow instructions for care and treatment. 

And it also refers to our ability, as Family PACT providers, to explain, write, and share health care information in a way that clients can truly understand so that they can get the health care they need.  



Health Literacy In the
United States, 2003

B Below Basic
EBasic
HmIntermediate
@ Proficient

Kutner,M.,Greenberg, E., Jin,Y., Boyle, B.,Hsu,Y., and Dunleavy, E. (2007). Literacy in Everyday Life:
Results From the 2003 National Assessment of Adult Literacy (NCES 2007-480).U.S.Department of
Education.Washington,DC: National Center for Education Statistics. 7
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Here we see a graphic representation of health literacy levels in the United States.  Thirty-six percent of adults have only basic or below basic levels of health literacy.  This means they lack many of the skills typically needed to follow basic health instructions. Over half of American adults (53 percent) have “intermediate” health literacy. That means they could figure out a healthy weight range and figure out when to take a medicine, and other such tasks.  However, some tasks that providers often expect of clients might be difficult for them to perform.  Only 12 percent of adults are considered “proficient” in performing those skills typically needed to navigate the health care system. 


m 20% read below 5" grade level.

m 30% read at the 51" — 8™ grade
level.
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Health literacy is strongly related to overall literacy.  In the United States, twenty percent of the population read below the 5th grade level and 30% read at the 5th-8th grade level.  This means that many of your clients may have difficulty reading things like signs posted in your office or pamphlets that use typical medical terminology.


The “Mismatch”

m Most health care providers typically
speak at a “college level.”

m Most health education materials are
written at the 10" grade level or
higher.

m Most informed consent documents
are written at the 12t -17t grade
level.
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Although a large proportion of the population nation-wide and here in California has low levels of literacy and health literacy, many health care providers typically communicate at higher levels.  They tend to speak at the “college level.”  Health education materials are often written at the 10th grade level or higher.  And, unfortunately, most informed consent documents are written at the 12th-17th grade level.  


The Cost of Low
Health Literacy

m Literacy Is the single best predictor
of health status.

m Literacy skills are a stronger
predictor of an individual’s health
status than age, income,
employment status, education level,
and racial or ethnic group.
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A limited ability to read and understand health care information translates into poor health outcomes.  Research has shown that literacy is the single best predictor of health status, outweighing all other demographic and sociological indices, including age, income, employment status, education level, and racial or ethnic group.


Less Health Knowledge

Clients with low literacy skills:

m Are less aware of ways to prevent
health problems.

m Have less knowledge about their
medical condition and are less likely
to manage it well.
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Literacy strongly affects health outcomes and health behaviors.
Clients with low literacy skills may be less aware of ways to prevent health problems.  They may have less knowledge about their medical condition and therefore have more difficulty managing it. 


Poorer Health Outcomes

People with low literacy skills:

m Have poorer health status than the
rest of the population.

m Are more likely to be hospitalized.

m Have more emergency room Visits.
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Clients with low literacy skills often have poorer health outcomes.  Their overall health status is worse than the rest of the population.  They have higher rates of hospitalization and more emergency room visits.


-
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Higher Healthcare Costs

m Economic costs of low health literacy
are enormous — billions of dollars In
Increased health care costs and lost
productivity.

m This is largely due to:

medication errors (Ex. 30mg v. 30 pills)
excessive hospitalizations

longer hospital stays

greater use of emergency room

13
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The costs of low health literacy to our healthcare system are enormous. Economic costs of low health literacy and problems with adherence to medical advice have been estimated to be as much as $300 billion each year.

This is largely due to errors in taking medication, excessive hospitalizations and longer stays while in the hospital, and a greater use of emergency room services. �
Research has shown that communication problems are the most common cause of medical errors.  For example, an asthma sufferer newly diagnosed with rheumatoid arthritis was given 100 30mg tablets of prednisone.  The label on the bottle read “Take 30 mg every other day.”  Six days later the patient experienced dizziness, blurred vision, rapid heart rate and muscle weakness.  He fell while getting out of the tub and fractured his hip.  Emergency room staff learned that he had faithfully taken 90 of the 100 tablets within 5 days.  This dangerous situation could have been easily averted by providing clearer instructions: take one pill every other day.  


Improving Health
Communication

14
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So what can we do in the face of all this? We can think about the way we communicate and avoid breakdowns in communication that lead to confusion, poor health outcomes, and even lawsuits against clinicians. If we change the way we communicate about health, we can help improve understanding for all clients.  


_ Ways to Improve
. COMMunNication with Clients

Make your office client-friendly.
Talk In an easy-to-understand way.

Provide easy-to-read written
materials.

15
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There are a number of ways we can improve the way we communicate with our Family PACT clients.  First, we can think about ways to make our practices more client-friendly. Next, we can make sure to talk in a way that is easy for everyone to understand.  And lastly, we can create or provide easy-to-read written materials to help our clients remember what we’ve talked about.  


Make Your Office
Client-Friendly

m Make your clients feel welcome.

m Have a real person answer the
phone.

m Help them prepare for their
appointment.
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The first step is to make your office client-friendly.  You can begin by showing a general attitude of helpfulness. It’s best to have a real person answer the phone – instead of a machine. Whenever possible, collect only the information you really need to process the appointment.  Try to avoid requesting information that duplicates what others will ask later.  Find out if your client will need any interpretation services.  Make sure they know how to get to the clinic.  Let them know what they need to bring to the appointment – medications, a list of questions, and so on.  Tell them they can feel free to bring a friend or family member.  


Make Your Office
Client-Friendly

m Use clear, easy-to-follow sighage.

m Make sure your forms are easy to
use.

m GO over any instructions you give.
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Make sure it’s easy to maneuver around your office and that there are easy-to-follow signs in your clients’ languages.  Think about your check-in procedure.  Make sure you routinely offer all clients help in filling out the forms.  Collect only the information that is truly needed.  Make sure any forms or written instructions are provided in the client’s preferred language.  These forms should be easy-to-read and have a reader-friendly format.  Review your instructions and make sure your client understands.   


@ Talkin an Easy-to-
Understand Way

" Slow down.
" Encourage clients to ask questions.

® Use plain, non-medical language.
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Next, we want to make sure that what we say and write is clear to our clients.  Effective communication has a beneficial effect on medical outcomes.  Studies have shown that effective communication can lead to lower rates of anxiety, pain, and psychological distress and higher rates of compliance and symptom resolution.  

Speak slowly and spend just a little extra time with each client.  Sit rather than stand, listen more than you speak.  Encourage clients to ask questions. �It’s also critical to explain things in plain language – the way you would to a family member who isn’t familiar with your line of work.


ot Medical Terms In Plain

p: Tre:

Language
m Contraception Birth Control
m Osteoporosis Soft, brittle bones
m Benign Not cancer
m Carcinoma Cancer

m Cardiac problem Heart problem
m Infertility Can’t get pregnant
m Menopause Stopping periods
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Here are some examples of using “living room” language when you talk to your clients.

Instead of saying Contraception, say Birth Control.  
Osteoporosis might be better expressed as soft, brittle bones
Instead of saying that their breast lump is benign, keep it simple – just say that it’s not cancer.  And if you want to talk about cancer, don’t say carcinoma. 
If you want to let your client know about cardiac-related complications of birth control use, they are more likely to understand “heart problems”
Infertility is when someone can’t get pregnant.  And menopause is when your periods stop.  



Talk In an Easy-to-
Understand Way

catment

Ca Tre

® Show or draw simple pictures.

" Focus on the one or two most

important things your client needs to
know at that visit. Repeat It.

" Follow-up on the conversation.
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Use visual aides to help clients understand.  Make sure the pictures are simple and don’t give more detail than needed to get the point across.  It’s a good idea to limit the amount of information you provide at a given visit.  Give the information in small pieces.  After discussing the key information, review it with your client.  Repeat it.  You may even want to follow-up with a call, “I am calling to check that everything I told you was clear and to find out how you’re doing..” 


T Talk In an Easy-to-
Understand Way

® Use the teach-back or show-me
method.

" Encourage your clients to ask
guestions.

21


Presenter
Presentation Notes
Ask the client to demonstrate in some way what they’ve learned, or what they are going to do when they get home.  Be caring, respectful, and sensitive.  Make sure your clients know that it’s OK to be open and that it’s OK to ask questions.


WAL Talk In an Easy-to-
Understand Way

" Be friendly and encouraging.
" Keep it simple and direct.

" Use language and words your client is
familiar with.

® Focus on what the client should do.
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Whether you’re speaking or giving written information, it’s important to be encouraging, friendly, and positive.  Treat people with respect and affirm their strengths.  Keep your messages simple and direct.  Use short words and short sentences.  Use language and words your client is familiar with.  Explain the meaning of difficult words or avoid them altogether.  Focus on what the client should do.  For example, don’t confuse things by trying to explain the history of the disease when they need to hear about their treatment regimen. 


Provide Easy-to-Read

ACT
Written Materials

p: Tre:

Easy to read materials should:

m Focus on what the client must know
or do.

m Reflect the needs of your intended
audience.

m Be personal and conversational. Use
the “active” voice.
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Written materials can help reinforce your message to clients.  That’s why it’s important that written materials are easy to understand.
When you are choosing or creating written materials for your clients – think about these questions:
Do they focus on what your client must know or do?  Or do they cover a lot of extraneous detail that may confuse the issue?
Do they reflect the needs of your intended audience?  Do they honor their culture and ethnic background?  Do they acknowledge their diversity?  Are they positive and encouraging in tone?  Are they free from offensive stereotypes?  
Are they personal and conversational?  Do they use an active rather than passive voice?  For example:  Listen to the difference between these active and passive sentences:  Read this pamphlet carefully.  The pamphlet should be read carefully. 


@1 Provide Easy-to-Read
Written Materials

m Use common, ordinary words.

m Make sure materials are written at
the 5 grade level or below.

24


Presenter
Presentation Notes
We’ve already talked about how important it is to use plain language when speaking to clients.  It is equally important to write at a level that most of your clients will understand. Written materials should use common, ordinary words and should be written at a 5th grade level or below.  Even if some of your clients read at a higher level, everyone appreciates having materials that are easy to read. 




i  Evaluate Your Written
e Client Education Materials

" Assess the reading level of material.

" Evaluate for readability.

25
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Some written materials may be difficult for many of your clients to read.  You can evaluate the materials you purchase or produce to make sure you are providing something that is appealing and understandable for the majority of your clients.

It’s important to test the reading level of each material and evaluate its readability.  The reading level tests the content itself and how it is written and the readability takes into consideration the layout, typography and graphic appeal.



Reading Level

m Use a reading test such as Fry or
SMOG to assess the reading level of
the written material.

m You can find these handouts on this
module’s webpage.
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You can assess the reading level of a written material by using a test such as the Fry Graph or SMOG formula.  You can find resources with more information and instructions on how to do this in the handouts that accompany this module. If you have not already done so, you can print the handouts entitled 
How to Use the Fry Graph to Estimate Reading Level and How to Use the SMOG Reading Level Formula



Readability

m Layout
White space, organized, clear, logical

Margin aligned at the left only
ypography

Large, not overly ornate or too simple

m Graphic appeal
Realistic, positive images
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The layout should include a short line length, plenty of white space, and use of a ragged right edge.  The topics and ideas should be organized in a clear and logical manner.
Next look at the typography.  The text should be large and in a font that is not too ornate or too simple.
Lastly, look at the photos or illustrations.  
Are the illustrations or photos realistic?
Do they show positive behaviors?
Would your clients identify with these images?



Evaluation Checklist

m Use the Checklist for Evaluating
Health Education Materials to test
for all these factors.

m You can find the handout on this
module’s webpage.
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You can use the Evaluation Checklist to assess all these factors, including readability.  If you have not already done so, you can print the handout entitled Checklist for Evaluating Health Education Materials. 



o Evaluate Materials with
Your Clients

" Did you find it easy to read?

" Did It answer your guestions?

" Do you like the way It looks?

" |s this something you would share
with your friends and family?
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In addition to assessing these factors, it’s very important to get the opinions of the clients who will be using the materials.  You want to make sure materials are appropriate for and sensitive to your clients – their cultural values, life realities, and reading levels.  You can ask them questions like:
Did you find it easy to read?  Was there anything that was confusing or hard to understand? 
Did it answer your questions?  Do you think it got its points across? 
Do you like the way it looks?  Did it draw you in?  Was there anything that you didn’t like or that bothered you about it? 
Is this something you would share with your friends and family? Do you think they would like it and understand it? 
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Here you see an example of an image used in an information sheet about birth control foam that was tested with clients.  Although both images may look similar, clients pointed out that in the version on the left the woman’s clothing was not fully covering her chest.  This was considered offensive, and clients preferred to see the woman depicted in the image on the right.  This slight but important change improved the overall acceptance and readability of the pamphlet for clients.  This change highlights the importance of having your clients review your materials to make sure they are understandable and culturally appropriate.


Provide Easy-to-Read

ACT
Written Materials

p: Tre:

m As a Family PACT provider, you can
get free, easy-to-read and culturally
appropriate materials.

m Most materials available through
www.familypact.org are written at a
6th grade level or below and have been
field tested with diverse populations.
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As a Family PACT provider, you have many ways to provide easy-to-read written materials.  You can go to www.familypact.org  and take a look at the Family PACT catalog of free, easy-to-read, colorful and appealing materials.   

All materials in the Catalog have been evaluated for reading level and cultural appropriateness.  Many materials are written at the 6th grade level or lower and most have been field tested in California with diverse populations.   All the materials are written in English and in Spanish and some are in other languages as well. 


@ Provide Easy-to-Read
Written Materials

m At www.familypact.org you can
also download free information
sheets in 6 different languages.

m To find all these materials, you can
go to www.familypact.org, click on
Providers, then click on Client
Education.

32


Presenter
Presentation Notes
When you go the Family PACT website, you can also download and print free information sheets on various birth control methods and reproductive health topics written in 6 different languages.  Some of these materials are also available in large print versions in English for people who are visually impaired.  

To find the Family PACT catalog, an order form, as well as free downloadable information sheets in English, Spanish, Chinese, Vietnamese, Korean and Russian, go to www.familypact.org.  Click on Providers, then click on Client Education in the sidebar.  

You will see many resources you are sure to find helpful for your client populations. 


In Summary

" Health literacy affects access, health
outcomes, behaviors, costs and
client-provider relationships.

" Providers can adapt their
communication methods to make
sure all clients can understand.
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In summary, health literacy affects the way clients get their care, what their health outcomes will be, how well they follow your advice and a myriad of other factors.  But it is encouraging to know that we, as Family PACT providers, can make simple changes in our practices that will improve overall communication with clients.  Looking at the way we communicate from our client’s point of view can make a big difference.  


Resources

m Family PACT Linguistic and Cultural
Competency Toolkit

m Tips for Evaluating Written Health
Education Materials

m Meeting the Linguistic and Cultural
Needs of Family PACT Clients

At www.familypact.org, click on
Providers, then Cultural Competency
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On the Family PACT website, you can find other helpful resources if you want to learn more about Health Literacy, Health Communication and Linguistic and Cultural Competency. 

You can access the Family PACT Linguistic and Cultural Competency Toolkit.  It has many helpful resources on Health Literacy and Cultural Competency. 

You will also find two helpful tip sheets entitled “Tips for Evaluating Written Health Education Materials” and “Meeting the Linguistic and Cultural Needs of Family PACT Clients.”

Go to www.familypact.org.  Click on Providers, then Cultural Competency.  


Resources

Helpful Assessment Tools
" How to Use the Fry Graph
" How to Use the SMOG Formula

" Checklist for Evaluating Health
Education Materials
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You can find these helpful tools in the handouts that are on this module’s webpage.  If you have not already done so, we encourage you to print these tools and to review them after you complete this module.  


Upon exiting this module, if you have not
already done so, please download the
Evaluation Form and email the
completed form to:

familypact@cfhc.org

Or fax the completed form to:
(213) 368-4428
Thank Youl!
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Once you exit this module, if you would like a Certificate of Participation, you will need to print out or download and complete the Evaluation Form and fax or email it using the contact information above.  This concludes this module on Improving Health Communication in Your Family PACT Practice.  
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