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Instructions are easy…

…aren’t they?



Q. How do you improve people's computer literacy?





Action Plan 

published June 2014

Demonstrator 

started March 2015

Health Literacy Place 

launched October 

2015

Demonstrator 

reporting from 

September 2016

Timeline
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Half of what a person is told is 

forgotten¹ and half of what they 

remember is misunderstood²



“The single biggest 

problem in 

communication is 

the illusion that it 

has taken place”

George Bernard-Shaw









“Just so I can check 

I’ve explained 

things clearly can 

you tell me what 

you’ve understood”

“There’s a lot to 

take in.  What are 

you going to say 

to your partner 

when you get 

home?”

Teach-Back Technique



Demonstrator Programme objective

� To improve people’s confidence, 

knowledge, understanding and skills to 

access support, collaborate with their 

practitioners and self manage at home after leaving 

hospital
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Literacy

Walkthrough:
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Neurology





Council Headquarters 

2 Forest Road

Glasgow

G3 0PQ

0141 223 2323

Dear Patient, 

I am writing to request your attendance at a 

meeting regarding the social care support you 

receive on 18th July 2016 at 11.30. 

At this meeting we will discuss who will be 

providing your support and at what times they 

will be visiting you. The meeting will be held at 

the address above. It would be appreciated if 

you would let one of us know if you are able to 

attend. 

Yours faithfully, 

Miss L Lewis and Mr A Carter

In order for initial information to be gathered, please turn up 20 minutes before your 

appointment time listed above



The meeting will 

start at 11.10am.

Please come along to a 

meeting about your 

support.

This meeting 

will be at the 

Council 

Headquarters.

2 Forest Road

Glengate

G3 0PQ

The date of the 

meeting

Wednesday 18th July

The meeting will 

finish at 12.30pm.

We will support 

you to fill out a 

short form.



Please let us know if you 

will be coming to the 

meeting.

You can let Liam or Alisha 

know by phone. 

09876 543210

You can send an email

appts@council.org.uk

By post to

Appointments

Council Headquarters

2 Forest Road

Glengate

G3 0PR

Alisha Carter

Social 

Worker

Liam Lewis

Support 

Worker



Progress Against Actions

• We sometimes don’t 
reflect on what we’ve 
achieved before 
moving on. 

• This report allowed us 
to build on what we’d 
learned.



A New Action Plan – Making it Easier

• Share the learning from Making 
it Easy across Scotland.

• Embed ways to improve health 
literacy in policy and practice.

• Develop more health literacy 
responsive organisations and 
communities.

• Design supports and services to 
better meet people’s health 
literacy levels.



Common skills for connectors

• help to recognise where information needs exist 
and take measured, purposeful action that takes 
account of the context, 

• be a key source of information in themselves, 
and a key connection to other sources of 
information not otherwise accessed, and

• tailor and personalise information for relevance, 
and communicate in ways that take into account 
individual digital and health literacy and learning 
levels.



Product design

3 steps for implementation 

“Scaled up”

MiracleMiracle

1

2

3



A need 

identified

3 steps for implementation 

Embedded in 

the system

Planned, structured, 

resourced and co-

developed for success

Planned, structured, 

resourced and co-

developed for success

1

2 3



A poem to finish

This is Bad Enough
by Elspeth Murray

Written by Elspeth Murray for the launch of the cancer information

reference group of the South East Scotland Cancer Network 20

January 2006



Thank you!

• Blythe Robertson, Scottish Government

• blythe.robertson@gov.scot

• @healthlitplace

• http://www.healthliteracyplace.org.uk/


