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Plain Language for 
communicating with patients

Amy Six-Means MLIS
Medical Librarian
Krissi Holman Family Resource Library
Children’s Health 

Amber Richardson, MOT, OTR/L, OMS, CHES
Occupational Therapist
Ostomy Management Specialist
Medical City Alliance
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Video- Pre-Health 
Literacy Training
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Survey question

How confident do you think this 

patient will be going home? 

• Very confident

• Somewhat confident

• A little confident

• Not confident at all 
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WHAT WOULD YOU DO DIFFERENTLY IN 

THIS EDUCATION?

Please answer in CHAT
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Video- Pre-Surgery
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HOW DOES USE OF VISUAL AIDS ADD TO 

TEACHING ALONG WITH PRINTED 

INFORMATION IN PLAIN LANGUAGE?  

Please answer in CHAT
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WHAT EXAMPLES OF “PLAIN LANGUAGE” 

HAVE YOU NOTICED?  

Please answer in CHAT
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HOW DID THE TEACH BACK USED IN THIS 

SCENARIO INCREASE THE PATIENT’S 

CONFIDENCE?

Please answer in CHAT
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Video- Post-Surgery
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HOW COULD PATIENT PAIN AFFECT 

PATIENT EDUCATION?

Please answer in CHAT
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WHY DO YOU THINK REPEATING 

INFORMATION USED AT THE PRE-SURGERY 

SESSION IS IMPORTANT HERE?

Please answer in CHAT
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Survey question

How confident do you think this 

patient will be going home?  

• Very confident

• Somewhat confident

• A little confident

• Not confident at all
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Survey question
What really stuck out to you as patient education that 

takes potential limited health literacy into account?  

“Check all that apply” 

• Body language (eye contact, sitting down, etc.)

• Plain language, chunking information, relevant 

printed material introduced at the right time

• Teach back (use of visuals, special education tools, 

and asking them to demonstrate as if they were 

teaching) 

• Connecting with patient values/goals/experience, 

encouraging patient questions 

• Other
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Video- Remarks
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Patient Engagement & Health Literacy
Brennan Lewis, DNP, APRN, CPNP, PCNS – Children’s Health  

Jill Johnson, LCSW - Scottish Rite for Children  

Tracine Adame, BSN, RN - Medical City Dallas  

Debra Miller, MSN, RN, CCRN-K - Medical City McKinney



Presentation Objectives

• Provide overview of patient engagement
• Share best practice patient engagement tools and strategies 

to  implement at your healthcare organization
• Connect the dots between patient engagement and health 

literacy



Patient Engagement is the…

• Promotion of patients and families as active members of the 
health care team 

• Inclusion of patients and families as collaborative partners with 
providers and provider organizations



Patient Engagement leads to…

• Measurable improvements in safety and quality
• Improved patient outcomes 
• Higher patient satisfaction scores 



Patient Family Centered Care 

• Patient engagement is key in providing patient family 
centered care 

• Four core concepts of patient family centered care: 
• Dignity and respect
• Information sharing
• Involvement 
• Collaboration

Patient Centered Care = Shared Decision Making = Activated & Engaged Patient Family Members 





Patient Engagement 
Best Practices



AHRQ Universal Precautions Toolkit

4 domains 
Spoken Communication 

Written Communication

Self-Management/Empowerment

Supportive Systems

21 tools



Tool 4: Communicate Clearly
Use Key Communication Strategies

• Greet patients warmly

• Make eye contact

• Listen carefully

• Use plain, non-medical      
language

• Use the patient’s words

• Slow down

• Limit and repeat content

• Be specific and concrete

• Show graphics

• Demonstrate how it’s done

• Invite patient participation

• Encourage questions

• Apply teach-back



AHRQ Communication Self-Assessment



AHRQ Communication Observation Form



AHRQ Brief Patient Feedback Form



Patient and Family Engagement Video
Bedside Shift Report



Case Study – Interactive Chat

Based on the communication strategies provided, text in the 
chat box opportunities that would have better engaged the 
family in the case study.

Please answer in CHAT



Patient Engagement 
& Health Literacy



Implementation 

• How can health literacy principles be incorporated into 
existing structures towards a more Health Literate 
Healthcare Organization? 

• Can existing quality improvement models be utilized to 
maximize the effectiveness of the changes?



Implementation  - Planning

Plan
• Comprehensive Assessment
• Analysis and Planning
• Resources and Structure to Support Change and Effort

HLHO Attributes: 
Leadership (1), Integration (2), Inclusion (4) 



Implementation  - Initial Roll Out

Do
• Universal Precautions
• Development of Materials
• Workforce Training

HLHO Attributes: 

Workforce Training (3), Inclusion (4), Health Literacy Skills 
(5), Communication (6), Media (8), High Risk Situations (9)



Implementation  - Initial Evaluation

Check/Study
• Health Literacy Measurement Set
• Formalized Oversight Structure

HLHO Attributes: 

Leadership (1), Integration (2), Workforce Training (3), Inclusion 
(4)



Implementation  - Next Phase

Act

• Complete Implementation

• Formalized Oversight Structure

• Next Steps 

HLHO Attributes: 

Leadership (1), Integration (2), Workforce Training (3), 
Inclusion (4), Health Literacy Skills (5), Communication (6), 
Media (8), High Risk Situations (9)
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Melissa Reyna MPH, RN, ICCE

Program Manager Patient Education, 
Integrated Experience 

What’s Your Take Home?



www.dfwhcfoundation.org/patient-safety-summit

Melissa Reyna MPH, RN, 

ICCE Program Manager 

Patient Education, Integrated 

Experience 
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