Say What?

Health Literacy: Bridging Communication Gaps




Health Literacy is the ability to obtain, understand and use
basic health concepts, information and services in
functional ways that enhance health.
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Put Your Health In Good Hands
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| Offering: Extended Primary Care Services &
| Chronic Disease Self-Management Classes

« Taking care of your health is
important your family, your friends and
to us. The first step in living a long
healthy life is preventative care.

« Over 7 Million Americans have a
chronic condifion and Diabetes, High
Blood Pressure, and Asthma are at the




Level and definition

Below Basic indicates no more than the
most simple and concrete literacy skills,

Score ranges for Below Basic:
Prose: 0-209
Document:  0-204
Quantitative; 0-234

Basic indicates skills necessary to perform
simple and everyday literacy activities,

Score ranges for Basic:
Prose: 210-264
Document:  205-249
Quantitative: 235-289

Intermediate indicates skills necessary to
perform moderately challenging literacy
activities,

Score ranges for Intermediate:
Prose: 265-339
Docurment:  250-334
Quantitative: 290349

Proficient indicates skills necessary to per-

form more complex and challenging literacy

activities,

Score ranges for Proficient:
Prose; 340-500
Document:  335-500
CQuantitative: 350-500

Key abilities associated with level

Adults at the Below Basic level range from being nonliterate in English to having
the abilities listed below:

locating easily identifiable information in short, commonplace prose texts

locating easily identifiable information and following written instructions in
simple documents (e.g., charts or forms)

locating numbers and using them to perform simple quantitative operations
(primarily addition) when the mathematical information is very concrete and
familiar

reading and understanding information in short, commonplace prose texts
reading and understanding information in simple documents

locating easily identifiable quantitative information and using it to solve sim-
ple, one-step problems when the arithmetic operation is specified or easily
inferred

reading and understanding moderately dense, less commonplace prose texts
as well as summarizing, making simple inferences, determining cause and
effect, and recognizing the author’s purpose

locating information in dense, complex documents and making simple infer-
ences about the information

locating less familiar quantitative information and using it to solve problems
when the arithmetic operation is not specified or easily inferred

reading lengthy, complex, abstract prose texts as well as synthesizing infor-
mation and making complex inferences

integrating, synthesizing, and analyzing multiple pieces of information located
in complex documents

locating more abstract quantitative information and using it to solve multi-
step problems when the arithmetic operations are not easily inferred and the
problems are more complex
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Calculate an employee’s share of health insurance costs for a year, using a table that shows how the employee’s monthly cost varies
depending on income and family size.

Find the information required to define a medical term by searching through a complex document.

Evaluate information to determine which legal document is applicable to a specific health care situation.

Determine a healthy weight range for a person of a specified height, based on a graph that relates height and weight to body mass
index (BMI).

Find the age range during which children should receive a particular vaccine, using a chart that shows all the childhood vaccines and the
ages children should receive them.

Determine what time 2 person can take a prescription medication, based on information on the prescription drug label that relates the
timing of medication to eating.

Identify three substances that may interact with an over-the-counter drug to cause 2 side effect, using information on the
aver-the-counter drug label.

Give two reasons a person with no symptoms of a specific disease should be tested for the disease, based on information in a clearly
written pamphlet.

Explain why it is difficult for people to know if they have a specific chranic medical condition, based on information in 2 one-page article
about the medical condition.

Identify how often a person should have a specified medical test, based on information in a dearly written pamphlet.

Identify what it is permissible to drink before 2 medical test, based on a set of short instructions.

Circle the date of a medical appointment on a hospital appointment slip.



How are health literacy levels deter mined?

Proficient: skills necessary to perform more comp@ad challenging literacy activities.
11%

» Evaluate information to determine which legal doemt is applicable to a specific
health care situation.

 Find the information required to define a medieain by searching through a complex
document.

 Calculate an employee’s share of health insuranses for a year, using a table that
shows how the employee’s monthly cost varies depgmah income and family size.

Intermediate: skills necessary to perform modeyatdlallenging literacy activities.

53%

* Identify three substances that may interact witloer-the-counter drug to cause a
side effect, using information on the over-the-deunrug label.

* Determine what time a person can take a presonjptiedication, based on
information on the prescription drug label thaate$ the timing of medication to eating.
 Find the age range during which children shoutenee a particular vaccine, using a
chart that shows all the childhood vaccines anages children should receive them.

» Determine a healthy weight range for a personsyexified height, based on a graph
that relates height and weight to body mass in8&l).



How are health literacy levels deter mined?

Basic: skills necessary to perform simple and eday\yliteracy activities.

22%

» Explain why it is difficult for people to know they have a specific chronic medical
condition, based on information in a one-page larabout the medical condition.

» Give two reasons a person with no symptoms okaifip disease should be tested
for the disease, based on information in a cleariiten pamphlet.

Below Basic: no more than the most simple and &iaditeracy skills.

14%

» Circle the date of a medical appointment on a ialspppointment slip.

* [dentify what's permissible to drink before a nealitest, based on a set of shorter
Instructions.

* Identify how often a person should have a spetifiredical test, based on
information in a clearly written pamphlet.



More than 75 million adults in the United Statesdhébasic”
or “below basic” health literacy.

— The Health Literacy of America’s Adults:
Results from the 2003 National Assessment of Adalacy
U.S. Department of Education, Institute of EdugaidSciences



Understanding a doctor’s
orders, calculating how
much medicine to take, (%A Aty .
reading disease-prevention <7 P
pamphglets —all aF:e ways p-< i |
adults can keep themselves ,‘ MENA;’g\'}E'NG’
and their families healthy. ) | C
But millions of adults lack  Ca»
these essential “health g
literacy” skills, which adds
an estimated $230 billion a
year to the cost of health
care in the United States.
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— ProLiteracy
www.proliteracy.org



Barriersto Health Literacy
Education
Language

Cultural and Linguistic
Competency

Sensory Impairment
(Hearing and Vision)




Education

Low levels of education are tied to
high health care costs for
Individuals and society. Studies
found that the states that ranked
the lowest one-third of

educational attainment also ranked
the lowest on general health care.
Florida ranks 35 in education and
42 In health.

— U.S. Census Bureau and
United Health Foundation



Most health education print
materials are written at or

above the 10-grade level.
However, the average

reading level among all

U.S. adults is no higher thai

an 8"-grade level and only a
5th-grade level for Medicaid
enrollees. In the United " o
States, an estimated 30 =
million people over the age

of 16 read no better than th

average elementary :?_%u e e .

schoolchild. m ki

— ProLiteracy ‘E‘“‘“‘*

L
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Solutions
 Reminders (phone calls, pill boxes, calendargtedaic
messaging, etc.)
e Avoid jargon and acronyms
* Encourage questions
» Use “verbal callback”
« Communication training (clients and service prevs)
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Spanish Spanish CreoleLadino. German. Yiddish. Dutch
Swedish. Norwegian. French. Italian. Portuguese Russian
Polish. Serbo-Croatiam Hindi . Gujarati. Punjabi. Urdu . Celtic
Greek. Baltic Languages Iranian. Chinese Languagedorean
JapaneseVietnamese Hmong. Khmer. Lao. Thai. Tagalog
Pilipino . Telugu. Tamil . Malayalam. Philippine. Polynesian
Micronesian Haitian Creole Hungarian Arabic. Hebrew

African LanguagesIndigenous American Languages




United States

Population 5 years and older 280,950,438
Spoke a language other than English at home 55,84420%)
English-speaking ability

Very well 55%

Well 20%

Not well 17%

Not at all 8%

— U.S. Census Bureau
2007 American Community Survey



Florida

Population 5 years and older 17,105,241
Spoke a language other than English at home 4,46%283%0)
English-speaking ability

Very well 54.1%

Well 19.8%

Not well 16.5%

Not at all 9.5%

— U.S. Census Bureau
2007 American Community Survey



Solutions
» Language inventory (including sign language)
o Interpretation/translation services (face-to-faeephone,
online, etc.)
* Prepared materials
e Captioning/Dubbing/Multilingual
e Language training (campus, online, etc.)
« Community partners
* Media
» Use of friends/relatives (pros and cons)



¥ _ Interpretation Service Available

English Translation:
Point to your language. An interpreter will be called.

The interpreter is provided at no cost to you.
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French Francais &1 | Polish Language Line
Pointez vers votre langue et on appellera un Prosze wskaz
interpréte qui vous sera fourni gratuitement. thumacza. Tty Customer Su ppo It
German Deutsch &1l | Portugue 1-800-752-6096
Zeigen Sie auf Ihre Sprache. Ein Dolmetscher wird Indique o seu
gerufen. Der Dolmetscher ist fiir Sie kostenlos. A interpretaca WWW |an q u aq e| | ne.com
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Language line

1-800-752-6096 / Clobal Websites N °

Need Interpreting Now? / Info Request / Open an Account / Manage your Account

Products & Solutions Customer Service Our Company Resource Center News Room

© Business © Consum °

Language: Lin

bar‘u‘tﬁ 1-800-752-6096 /[ Global Websites >

Need Interpreting Now? / Info Request / Open an Account /

Home Products & Solutions Customer Service Qur Company

LATEST NEWS: Languagetlneﬂansann&unasnamnemandm—mo«nbug

g

Resource Center News Room

Interpretation {  Loralization /| Products / Testing & Training / On-Site Interpreting

Did you know... 7

Many limited English-speaking people wait for an emergency to
seek medical care. Why? I |

Because they fear a situation where they cannot clearly communicate and
be understood,

Today's top health care providers zrent waiting for an emergency to care
for limited English speaking patients

They Call Language Line Services!
"We as an institution never want to compromise our standards.

We want a full rvice company for all of cur interpreter and

language services.

"We have measured the Total Cost of Ownership and continue to

retain our current vendor Language Line Services.

Next Steps

Voice of the Customer: Share

Your Comment or Concern Here

Open An Account Online
Orcall 1H200-752:6096 option 4
Ask A Question Online

Or call 1-800-752-6096 nption 2

Manage your Account

New! Center for
Language Access
Excellence =>

Services for
Health Care
Providers

Language Line Services
Joe Matthews
Major Account Executive
1-800-316-5493

Imatthews@languageline.com

www.languageline.com

www.languageline.com/video.php

www.languageline.com/training




Cultural and Linguistic Competency

Cultural and linguistic competency is the ability t
work effectively across cultures. For individuats,
IS an approach to learning, communicating, and
working respectfully with people different from

themselve<LCulture can refer to an individual’s

race, class, gender, sexual orientation, religion,
Immigration status and age, among other things

For organizations, cultural & linguistic
competency means creating the practices and
policies that will make services more accessible
diverse populations and that provide for
appropriate and effective services in cross-cultus
situations.

1 1
— Florida Department of Healthf "
Office of Minority Health



—c{ O National Center for
Course: (9)' Cu ItU ral Competen(:e R —

Center for Child and Human Development
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between groups Or Distance Learning Offer relevant materials. articles, publications

and other multimedia resources

persons Of dlﬁere nt ol e Provide users with instructional and self-

Informacion y discovery strategies

cultural backgrounds  recures
e Curricula:
to effect change.”

ocial-Spiritual Model of Health
Settings: The Essential Role of Cultural Broker Programs
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http://nccc.georgetown.edu/distance.htmi







Americans With Disabilities Act

The Americans with Disabilities Act gives civillrig protections to
iIndividuals with disabilities similar to those pnded to individuals
on the basis of race, color, sex, national origige, and religion. It
guarantees equal opportunity for individuals witkabilities In
public accommodations, employment, transportatstate and local
government services, and telecommunications.

ADA Information Line

1-800-514-0301 (voice)

1-800-514-0383 (TTY)
www.ada.gov




L ocal Service Providers

Some communities have
partners whose primary
missions are to advocate
for and/or serve persons
with disabilities.



Hearing | mpair ment

Between 2000 and 2004, estimates of the numberopig in the United States with a
self-described “hearing difficulty” ranged from 28rillion to 31.5 million. The
number of individuals with hearing difficulty isp@cted to rise as the baby-boomer
generation reaches age 6&s compared to other age groups, the percentage of
individuals with hearing difficulty is greatest amgpthose individuals age 65 and
above. A “hearing difficulty” can refer to the eftsaf many different hearing
Impairments of varying degrees.

The CDC refers to hearing impairments as conditithrag affect the frequency and/or
intensity of one’s hearing. Although the term “daafoften mistakenly used to refer to
all individuals with hearing difficulties, it actllg describes a more limited group.
According to the CDC, “deaf” individuals do not heaell enough to rely on their
hearing to process speech and langudgeividuals with mild to moderate hearing
impairments may be “hard of hearing,” but are notéaf.” These individuals differ
from deaf individuals in that they use their hegrio assist in communication with
others.

—U.S. Equal Employment Opportunity Commission
WWW.Ee€e0cC.gqoVv




Solutions
» Hearing test
« Hearing aid
 Writing
 Sign language (in person, video, etc.)
e Lip reading
« Captioning
* Telephone (TTY, operator-assisted, etc.)
 Electronic messaging
« Community partners



Florida Coordinating Council
for the Deaf and Hard of Hearing

)

Home
- Deaf-Blind Resources
-+ General Information
-+ Hearing Loss Across Lifestages
-+ Education
-+ Employment
-+ Legal
-+ Medical

-+ Communication & Assistive
Technology

-+ Agencies / Organizations

-+ Public Safety

- About Us

HEATTR

‘ LETTER FROM | DOCUMENTS ||
THE CHAIR | FORDOWNLOAD |

Welcome to the Florida Coordinating Council For The
Deaf And Hard Of Hearing

The Florida Coordinating Council for the Deaf and Hard of Hearing, hereafter referred to as
the “Coordinating Council,” is mandated by F.S. § 412.271 to serve as an advisory and
coordinating body which recommends policies that address the needs of Florida’s deaf,
hard of hearing, late-deafened and deaf-blind (hereafter referred to collectively as “hearing
loss™) community. The Coordinating Council serves as a resource for deaf and hard-of-
hearing Floridians who need some assistance with everyday needs including
employment, education, and access to semvices.

Whether providing technical assistance to individuals, governmental agencies and other
private or public organizations, or providing the resources to allow individuals to help
themselves, the Coordinating Council is dedicated to assisting the nearly 3 million
Floridians affected by hearing loss. The Coordinating Council’s technical assistance

AAA Change Settings

EVENTS | MEETINGS /
CALENDAR AGENDAS

Upcoming Events

SERVICE
LISTINGS

www.fccdhh.org

Mission Statement

To provide a forum
for public input and
outreach resulting
In technical
assistance,
advocacy, education
and improved
communication
access among
public and private
entities to meet the
needs of deaf, hard
of hearing, late-
deafened and deaf-
blind persons.



Text Telephone (TTY)

Florida Telecommunications Relay, Inc.
This distribution program provides specialized ¢elamunications devices at
no chargeo eligible deaf, hard of hearing, deaf and blind apeech-
Impaired citizens of Florida.

1-800-222-3448 (voice)
1-888-447-5620 (TTY)
www.ftri.org

Florida Relay Center
This service allows customers who use specialiglsgphone equipment to
communicate with people who use standard telephaines chargeSpecial
Relay Operators can translate TTY messages inechder non-TTY users
and vice versa 24 hours a day. Translation serforelsSnglish and American
Sign Language-based text, Spanish and French Caemkso available.

1-800-676-3777 (English; TTY/Voice)
1-800-676-4290 (Spanish; TTY/Voice)




VRI.com .

REMDTE INTERPRE TING
e 4 =

About VRI
In-Depth
FAQs
About BIS
GSA Schedule
Contact
8555 16th Street
Suite 400

Silver Spring, MD
20910

800.471.6441
P: 301.587.8885
F: 301.565.0366

Birnbaum Interpreting

Services (BIS) is a

Ready when YOU are...Even at the last minute.
A medical emergency
A walk-in client
A spur-of-the-moment phone conference
An unscheduled meeting

With Video Remote Interpreting (VRI) from Birnbaum Interpreting Services
(BIS), you're always just a click/call away from a professional sign language

interpreter!

« BIS VRI combines video conferencing technology with professional,
accurate interpreters to enable Deaf, hard of hearing and hearing
individuals to communicate interactively via a live, qualified
(remotely located) interpreter.

« Minimum charges are based on just fifteen minutes instead of the
standard two hour (or more) charge for conventional ‘in person’

Find out more by
reading our case
studies...
More...

How can VRI help you?

Find out here.

Birnbaum Interpreting
Services

1-877-247-8742

vri@bisworld.com

WWW.DIsvri.com




Vision | mpairment

Estimates vary as to the number of Americans whdAand and visually impaired.
According to one estimatapproximately 10 million people in the United S¢adhee
blind or visually impairedOther estimates indicate that one million adul@enlthan
the age of 40 are blind, and 2.4 million are visyanpaired.Over the next 30 years,
as the baby-boomer generation ages, the numbaeafdfsawith vision impairments is
expected to double.

The CDC defines “vision impairment” to mean thatexrgopn's eyesight cannot be
corrected to a "normal level.Vision impairment may result in a loss of visualiag
where an individual does not see objects as clesslthe average person, and/or in a
loss of visual field, meaning that an individuahoat see as wide an area as the
average person without moving the eyes or turnnegheadThere are varying degrees
of vision impairments, and the terms used to desdhem are not always consistent.
In the United States, the term “legally blind,” mesaa visual acuity of 20/200 or worse
with the best possible correction, or a visualdief 20 degrees or less. Although there
are varying degrees of vision impairments, thealipmoblems an individual faces
cannot be described simply by the numbers; somglgpean see better than others
with the same visual acuity.

—U.S. Equal Opportunity Employment Commission
WWW.eeo0cC.goVv



Solutions
e Vision test
» Corrective eyewear
* Prepackaged meds
« Audible reminders (phone calls, electronic caleadetc.)
* Big print literature
* Braille
» Optical character readers



Chris Tittel
Minority Health Liaison
Public Information Officer
Marketing Director
Monroe County Health Department
(305) 809-5653
christopher tittel@doh.state.fl.us
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