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dHRQ Health Literacy — Disparities

Advancing

Excellence Connections

Care

Communication

Health literacy in native language

Plain language in transiation

Health Beliefs




JHRQ Choose a Health Literacy-

Advancing

el Disparities Ql Projects

Care

n Health Education Materials

n Welcoming, Stigma-Free Setting

n Clear Communication and Shared
Decision-Iviaking




HRQ Integrating into Health Literacy and

Disparities into Ql

Care

n Planning QI approach

n Impact on diverse, low-health-literacy,
and LEP populations

n Including diverse patients in tests




Health Care Demands

n Find the office

n Fill out forms

n Give medical history and describe
symptoms

n Ask guestions andishare in decision
making
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JHRQ

Advancin

Excelionce More Health Care Demands

Care

n Understand and act on anticipatory
guidance

n Follow-up on screenings, lab tests,

reterrals
n Adhere tormedication regimen
n Selff manage conditions
n Processi insurance and pay: bills




JHRQ

Advancing

Excellnce Assessment Tools

Care

n Health Literacy Environment of Hospitals
and Health Centers

n Is Our Pharmacy Meeting Patients’

Needs?

n lalloring Initiatives tor Meet the Needs of
Diverse Populations: A Self-Assessment
Tool

n CLAS Standards Assessment ool

o Patient Walk-Throughs Pd




Using Data

Collecting race, ethnicity, language, language
needs, and literacy data

Community data
Developing proxy data
ldentiying disparities
Talloring care
Reporting




AHRQ Measuring Ql:

Advancing

Cultural Competence CAHPS™

n Trust: Do you feel you can tell this doctor
anything, even things that you might not tell
anyone else?

Language Access: How often did you use
friends or family: members: as interpreters
because there was no other interpreter
available at this doector's office?

Communication: Didithis docter ever use a
condescending, sancastic, or rude tone or

Manner with you? f-/é
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IHRQ Measuring Ql:

Health Literacy CAHPS™
In the last 12 months, how often did this doctor:
n lalk too fast when talking with you?

n Use medical words you did not understand?

n How: often did this doctor interrupt you when
you were talking?

Use pictures, drawings, or models to
explain things' te you?




IHRQ Measuring Ql:
%aa Health Literacy CAHPS™ - Forms

In the last 12 months, how often:

n Did someone explain the purpose of a form
before you signed it?

n Were you offered helpiin filling out a form?
n Were the forms easy. to fill out?

n Were the forms you had to fill out available in
ILANGUAGE]?
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JHRQ
% Measurement: The Big Picture

Healthy People 2010
n Elimination of Disparities
n Improve Health Literacy

National Healthcare Disparities Reports

n Quality: Effectiveness, Safety, Timeliness,
and Patient-Centeredness

n Access: Workiorce Diversity, Diversity
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Tools for Quality Improvement

AHRQ-CMS CLAS Guides

RSA Unified Communication Training
AMA: Health Literacy Educationall Kit
AHBQ Pharmacy Tools

HRSA Disparities Collaboerative

AAEP Plaving It Safe withiMedicinesit = &
o <
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