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What we will cover in this 

presentation? 

 ISLHD Principles of health 

literacy 

 

What is health literacy? 

 

Why take a whole of 

organisation approach ? 

 

 The ISLHD Framework: an 

example of a systems 

approach for ‘applied health 
literacy’ 
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What is health literacy?  



59% of Australians aged 15 to 74 years have 

poor health literacy 
(Adult Literacy and Life Skills Survey (ALLS), ABS 2006) 



“Most people’s health literacy is at the 

reading age of a year 6-8 level”. (Davis et al; 2006) 

 



Case Study 1 :Tom’s Patient 

Experience  



Health Literacy and Patient 

Safety 
  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Clinical Incident Management in the NSW Public Health System (2013) 
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Embedding health literacy 
into systems 

Integrating health 
literacy into education 

Consumers 
effectively and 

equitably access, 
understand and use 

health related 
services and 
information 

A Governance  

Model 

For Health 

Literacy(HL) 

Ensuring 
effective 
communication 

Incorporating 
health literacy 
in quality 
improvement 



Components of a HL model  
 

• HL Core principles 

• Plan for ‘applied’ HL action 

• HL  portfolio with resources 

• System for plain language consumer information   

• Meaningful and consistent engagement with 
consumers  

 • Communicate in plain English 

• Develop plain English consumer resources 

• Use ‘teach back’ 

• Ambassadors for HL 

• Partner with consumers to improve access and 
way-finding 

• Information is easy to understand and use 

• Information supports informed decisions about 
their health care 

• It is  easier to access and find their way around 
services 

• Can engage in varied, meaningful and consistent 
ways 

Leadership  

Workforce  

Consumers 



Challenges of becoming a 

health literate organisation  

  Time poor staff 

  Competing demands 

  Poor health literacy can often be misinterpreted   

as non-compliance 

  Communication skills and expectations not 

matching those of the patient  

  Not a ‘plain English’ culture 

  How to involve consumers in a meaningful and   

consistent way 

 Lack of leadership support 
 



Case Study 2: Shellharbour Hospital 
Day Surgery   





 Black on white or white on black is best 
 

 Keep your sentences short and use simple 

words. 
 

 Large bold font is useful for highlighting 

text – italics and underlining can make text 

more difficult to read. 
 

 Make information  accessible for people with 

limited English 
 

 Use ‘you’ and ‘we’ 
 

  Use diagrams and pictures to enhance text 
 

  Use direct instructions 
 

 Lowercase letters are easier to read; use at 

least 12 point font 
 

 Bulleted or numbered points help to break 
down the information 

Readability Score: ‘fairly easy to read’  10 – 11 
years reading age 

 



Consumer feedback 
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Consumer participation at every level 

Consumer 

Participation Council  

Health  

Resources Compliments & 

complaints  

Access & way-

finding 

Consumer 

feedback  

Policy &  
planning 

Staff Training  



 
 

 
 
 
 

 

 Over 100 Health Literacy 

Ambassadors  trained  

 153 plain English 

resources developed 

 201 documents in 

languages other than 

English.   

 ISLHD Multilingual  

     Grants Program  

     linked to PIP 

We have leads across our health 

district   



We have developed  

an audio-visual teach-back 

training resource 

 



Six of our nine sites have 

conducted a wayfinding audit  



We have created a Patient 

information Portal 
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We are developing measures for ‘applied’ 

health literacy: 

Tier 4 

 

Tier 3 

 

Tier 2 

 

Tier 1 
FOUNDATION 

• HL Framework 

• Leadership 

• Governance 

PRACTICE 

• Staff trained     

• Resources developed + multilingual 

• Involvement of consumers + feedback used 

• Inventories completed 

IMPACT 

• Improved access and use of services, e.g.: clinic 

attendance 

• Benchmarks met 

OUTCOME 

• Improved health experiences (BHI and local surveys) 

• Improved health outcomes 



Health literacy is fundamental for  

patients to effectively manage 

their health care. 

 

Every patient has the potential  

to not understand the information 

 we give them.  

 

It is the responsibility of the organisation to confirm 

understanding. 

   

Health literacy is about quality and safety. 

 

A coordinated plan for ‘applied health literacy’ supports the 

integration of health literacy in clinical practice improvement. 
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You can find our resources here: 

• NSW Clinical Excellence Commission -
http://www.cec.health.nsw.gov.au/programs/
partnering-with-patients/news-pbc 

 

• ISLHD Internet - 
http://www.islhd.health.nsw.gov.au/ 
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