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Welcome to the Webinar

 Connect to audio using your computer speakers 
 All attendees will be muted during the webinar  
 Ask questions using the chat box found in the bottom right of your screen
 Technical difficulties? Email support@healthliteracysolutions.org for 

assistance
 The webinar will be recorded and posted in the Health Literacy 

Solutions Center webinar archives

The Health Literacy Solutions Center Webinar Series

Following the webinar, you will receive an email containing a link to a 
brief online evaluation. If you requested CEUs when you registered, you 
must submit an evaluation in order to receive your certificate.



Always Use Teach-Back!

 Introduction to teach-back
 Introduce teach-back resources 
 Discuss skill-building resources
 Gauge interest in opportunity for online follow-up session 

Participants will have the opportunity to share their experience putting 
teach-back into practice using the Always Use Teach-Back! Toolkit, ask 
questions, and receive feedback. 
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About the Speaker

Mary Ann Abrams, M.D., M.P.H.
Clinical Assistant Professor
Department of Pediatrics 
The Ohio State University College of 
Medicine

GME Quality Improvement Medical Director 
and Primary Care Physician 
Nationwide Children’s Hospital 
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I. Making the Case
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Adults’ Health Literacy Level: 2003
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Health Literacy

…the product of individuals’ capacities 
and the health literacy-related demands 
and complexities of the health care 
system. 

Rudd, 2003. Baker, 2006.

The Health Literacy Solutions Center Webinar Series

Addressing health literacy includes 
improving the skills of the system in 
communicating with individuals as 
patients, family members, employees, 
staff, and communities.



Health Literacy:  Quality & Safety

“Health literacy is fundamental to quality care, and relates to three 
of the six aims of quality improvement…in the IOM Quality Chasm 
Report…”

IOM Committee on
Health Literacy, 2004

Safety:  Plain language & 
teach-back during medication 
reconciliation

Patient-centered care:  
making sure patients/families 
understand their options & 
involving them in decision-
making

Equitable treatment:  build 
cultural & linguistic 
competence to help eliminate 
health disparities

Self-management & health 
literacy are cross-cutting
priorities for improving health 
care quality & disease 
prevention.
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Quality - A Framework for Health Literacy
Institute of Medicine

• Safe
• Effective
• Patient-Centered
• Equitable
• Timely
• Efficient

Triple Aim:  optimizing health system performance by simultaneously 
pursuing 3 dimensions:
• Improving the patient experience of care (including quality & satisfaction)
• Improving the health of populations
• Reducing the per capita cost of health care
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Health Literacy:  Quality & Safety

 AHRQ:  “…patient safety refers to freedom from accidental or 
preventable injuries produced by medical care. Thus, practices or 
interventions that improve patient safety are those that reduce the 
occurrence of preventable adverse events.”

 Joint Commission:  “…safety of patients cannot be assured without 
mitigating the negative effects of low health literacy & ineffective 
communications on patient care.”

 National Quality Forum:  endorses teach-back and reader-friendly 
documents during informed consent process to reduce harm to patients

AHRQ Patient Safety Network, 2014; The Joint Commission, 2007; NQF, 2013
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10 Attributes of Health Literate
Health Care Organizations

 Leadership that makes health literacy a priority.
 Integrate health literacy into planning, evaluation, safety, and 

quality efforts.
 Create a shame-free care environment to meet the needs of 

patients with a range of health literacy skills.
 Ensure easy access to health information and services and 

navigation support.
 Communicate health insurance and health care cost information 

clearly.  
Brach, et al, 2012

…“make it easier for people to navigate, understand, and 
use information and services to take care of their health.” 
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10 Attributes of Health Literate
Health Care Organizations

 Include consumers in design, implementation, and evaluation 
efforts. 
 Prepare the workforce to be health literate, and monitor progress.
 Use health literacy strategies in interpersonal communication to 

ensure and check patient understanding.
 Address health literacy at high-risk points (eg, care transitions, 

medicines).
 Design and use information that is easy to read, understand, and 

act on.

Brach, et al., 2012
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Health Literacy-related 
Quality & Safety Opportunities
 Return visits for condition requiring no change in management d/t 

not understanding diagnosis/treatment
 Procedure-related incidents
 Medication reconciliation
 Preparation & home-going instructions
 Communicating w/ families:  portal, calls
 Improve HCAHPS scores
 Care Coordination
 Reducing readmissions
 Reducing health disparities

The Health Literacy Solutions Center Webinar Series



II. Offering Solutions
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This is where the video slide(s) go. I want 
to be able to introduce the video before it 
plays so may need to keep the next slide 
that shows the screenshot while I do that, 
unless it waits for me to start the video.
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Talking with Patients and Families

Traditional Approach

After we leave

http://www.screencast.com/t/MG0ieKlb
http://www.screencast.com/t/Su9G7fPAuX


Talking with Patients & Families
What We Saw
 Technical terms
 Medical jargon
 Giving too 

much 
information
 Talking too fast
 Asking yes/no 

question:  “Any 
questions?”
 Lack of 

understanding

What to Do
 HL Universal 

Precautions
 Plain Language

– Verbal
– Written

 Ensure 
understanding:  
Teach-back

What Can Follow
 Medication error
 Lack of adherence
 Poor self-

management
 Increased 

utilization of 
urgent/emergent 
care & 
hospitalization

• Missed school & 
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Universal Communication Principles 

 Clear communication helps everyone.

 It’s hard to tell by looking at someone if they do or do not 
understand.

 Anyone can have trouble understanding health information, 
especially if they are sick or worried.

So, use clear communication words & tools for everyone.
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Adapted from:  AMA, 2007; DeWalt, 2010



When Talking with Patients and Families…

Always:

 Use Plain Language.
 Slow down.
 Break it into short statements.
 Focus on the 2 or 3 most important things.
 Check for understanding using teach-back.
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Plain Language

 is clear.
 uses only as many words as needed.
 is not baby talk.
 lets people focus on the message instead of complex words.
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https://depts.washington.edu/respcare/public/info/Plain_Language_T
hesaurus_for_Health_Communications.pdf
http://justplainclear.com/en

Adapted from:  
http://www.plainlanguage.gov/whatisPL/definitions/eagl
eson.cfm

https://depts.washington.edu/respcare/public/info/Plain_Language_Thesaurus_for_Health_Communications.pdf
http://justplainclear.com/en
http://www.plainlanguage.gov/whatisPL/definitions/eagleson.cfm


Teach-back is…

 Asking people to explain in their own words what they need to 
know or do, in a friendly way

 NOT a test of the patient, but a measure of how well you
explained something

 A way to check for understanding and, if needed, re-explain, then 
check again

AHRQ, Making Health Care Safer, 2001; Schillinger, 2003
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Teach-back - Examples

 What will you tell your daycare provider about how to give Sam his 
medicine?

 We’ve gone over a lot of information, and a lot of ways you can get 
more exercise.  In your own words, can you go over what we talked 
about.  How will you make it work for you at home?

I want to be sure I explained everything well. Can you tell me 
in your own words what you will do, so I can be sure I was 
clear?
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Teach-back – Everyone’s Job
 Let’s make sure the paperwork gets handled right.  Can you tell me 

what you will do with these forms?

 I want to be sure I did a good job showing you how to find the lab.  
Can you tell me how you will find it?

 We want to be sure you understand what your insurance will and will 
not cover.  Can you go over it for me using your own words?  This 
will help me know if I explained it well.
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Unable to Teach Back?

 Use glasses, hearing aids, other assistive devices.

 Ask if they want to include family member or friend.

 Check for language, literacy, cultural barriers.

 Ask another health care team member to help.

 Schedule another visit or call.

 Pass along patient’s/family’s need for extra help.
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Using Teach-back Well

 For more than one topic, “Chunk and Check”
— Teach the 2-3 main points for the first topic.

— Check for understanding with teach-back.

— Then go on to the next topic.

 Support teaching with reader-friendly print materials.

 Use teach-back for all key patient education and 

communication.
 Document use of, and response to, teach-back.
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Teach-back: an investment, NOT an add-on

 Investment
— Trade-offs
— Patterns/Habits
— Opportunities to improve outcomes

“Without teach-back, the only way to find out if a patient 
didn’t understand might be a mistake that could be harmful.”

UnityPoint Health Clinic Physician
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III.  The Always Use Teach-back! Toolkit
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http://www.teachbacktraining.org/
The Health Literacy Solutions Center Webinar Series

http://www.teachbacktraining.org/


Never to Always
 Never Event:  adverse events that are unambiguous, serious, and 

usually preventable. (AHRQ)

 Always Event:  aspects of the patient experience that are so important 
to patients and families that health care providers must perform them 
consistently for every patient, every time. (IHI)

Make use of teach-back an “always event.”
Help all health care providers learn to use teach-back— every time it is 
indicated—to support patients and families throughout the care 
continuum, especially during transitions within and between care settings.
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http://www.teachbacktraining.org/
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http://www.teachbacktraining.org/
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Hospital Discharge…
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Assess Conviction and Confidence 
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www.teachbacktraining.org/

http://www.teachbacktraining.org/


The Health Literacy Solutions Center Webinar Series



Coaching Tips
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Always Use Teach-back! Toolkit – Examples
 Ryan-Madonna, et al., 2019, Journal of Hospice & Palliative Nursing

— Inter-professional group of hospice home care clinicians in 1 home care agency 
division

— Completed AUTB interactive learning module & reviewed Minnesota Health 
Literacy Partnership TB materials

— 1-hour training
— 10 Elements, Coaching Tips, Confidence & Conviction Scale 
— Improved caregiver confidence in caring for hospice home care patients; non-

significant decrease in hospitalization
— Feasible

 Holman, et al., 2019, J for Nurses in Professional Development
— Nurses on 2 med-surg units in 300-bed inpatient facility
— TB coaching sessions (AHRQ HL & AUTB Toolkits); Conviction & Confidence Scale
— Improved conviction & confidence
— Increased frequency of using TB elements, esp. re-teaching when unable to teach 

back
— Can help build a health literate healthcare organization
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Making Teach-back an Always Event
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Resources
 Health Literacy Universal Precautions Toolkit 2nd Edition

http://www.ahrq.gov/professionals/quality-patient-safety/quality-
resources/tools/literacy-toolkit/index.html

 The Health Literacy Environment of Hospitals and Health Centers
http://www.ncsall.net/index.html@id=1163.html

 Always Use Teach-back! Toolkit
http://www.teachbacktraining.org/

 Plain Language Pediatrics, American Academy of Pediatrics
https://shop.aap.org/plain-language-pediatrics-health-literacy-strategies-and-
communication-resources-for-common-pediat-1/

 Building Health Literate Organizations:  A Guidebook to Achieving 
Organizational Change

www.HealthLiterateOrganization.org

 Change Talk. American Academy of Pediatrics 
https://ihcw.aap.org/resources/Pages/default.aspx
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http://www.ahrq.gov/professionals/quality-patient-safety/quality-resources/tools/literacy-toolkit/index.html
http://www.ncsall.net/index.html@id=1163.html
http://www.teachbacktraining.org/
https://shop.aap.org/plain-language-pediatrics-health-literacy-strategies-and-communication-resources-for-common-pediat-1/
http://www.healthliterateorganization.org/
https://ihcw.aap.org/resources/Pages/default.aspx
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