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Session Objectives

- Define and Discuss the importance of Health Literacy

- Describe the key components of Effective Communication 

- Describe Communication Strategies for professionals

- List Communication Tools for patients and caregivers

- Describe how to build Strong Partnerships



Health Literacy 



Health Literacy 

“Health literacy represents the cognitive and social skills which 
determine the motivation and ability of individuals to gain access 
to, understand and use information in ways which promote and 

maintain good health.” 

World Health Organization 

“The degree to which an individual has the capacity to obtain, 
communicate, process, and understand basic health information 

and services to make appropriate health decisions.”

Centers for Disease Control and Prevention





Issues with Health Literacy

Only 12% of 
U.S. adults have 
proficient health literacy.

Nearly 9 out of 10 adults struggle to 

understand and use health 

information when it's unfamiliar, 

complex or jargon-heavy

12%



Issues with Health Literacy

Patient Understanding

40-80% of medical 

information provided by 

healthcare practitioners is 

forgotten immediately, 

studies show

46-60% of patients 

misunderstand prescription 

drug labels and dosing 

instructions

78% of patients 
discharged from emergency 

departments don't understand 
their diagnosis, treatment plan, 

or follow-up instructions



Contributing Factors 

- Medical terminology and 
complex language

- Stress and anxiety during 
medical visits

- Time constraints during 
appointments

- Cultural and language barriers

- Educational level

- Age-related factors



Effective Communication 





Key Components of Effective 
Communication 

- Active listening

- Non-verbal communication

- Cultural competency

- Empathy and emotional intelligence



Effective Provider-Individual 
Communication 

Improved 
individual health 
outcomes
Adherence to treatment 
plan (20-40% 
improvement)

Improved 
individual safety 

Fewer adverse events 

Improved 
individual 
experience
Higher satisfaction 
scores (up to 40% 
increase)

Healthcare 
system benefits

Reduced costs

Provider benefits 

Higher job satisfaction 



Ineffective Provider-Individual 
Communication 

Clinical consequences

Increased medical errors
Delayed diagnosis

System impact

Higher readmission rates
Increased emergency room visits

Individual experience 

Lower satisfaction 
Reduced trust 



Communication Strategies 
for Healthcare Professionals 



- Institute of Medicine Report, 
2000

- Identified communication 
failures as a leading cause of 
medical errors

- Sparked major changes in 
healthcare communication 
practices 



Kitko chosen as 2015 Macy Faculty 
Scholar
June 23, 2015

UNIVERSITY PARK, Pa. -- Lisa Kitko, assistant 
professor of nursing, is one of five university 
faculty members nationwide selected by the 
Josiah Macy Jr. Foundation for the 2015 class of 
Macy Faculty Scholars.

The Macy Faculty Scholars program is designed 
to identify and nurture the careers of educational 
innovators in medicine and nursing. Each year, 
the foundation selects five faculty leaders to 
support in their pursuit of education reform 
projects at their home institutions.

Kitko was selected for her plan to develop an 
interdisciplinary postgraduate certificate program 
in palliative care. The overall goal is to expand the 
pool of health care providers with knowledge in 
basic palliative care, ultimately leading to 
improved care coordination and communication 
among providers, patients and families.



Communication Strategies 

The LEARN Model 
• Listen, Explain, 

Acknowledge, 
Recommend, Negotiate

Teach-back method
Training in serious 

illness 
conversations

Written materials at 
appropriate reading 

levels

Follow-up 
confirmation of 
understanding 



Current Evidence







The Six Steps of SPIKES

1. SETTING up the interview

2. Assessing the patient’s PERCEPTION

3. Obtaining the patient’s INVITATION

4. Giving KNOWLEDGE and information to the patient

5. Addressing the patient’s EMOTIONS with empathic response

6. STRATEGY and SUMMARY





Shared Decision-Making

Present all 
treatment 
options

Discuss risks 
and benefits

Consider patient 
preferences and 

values

Set realistic 
expectations

Create 
collaborative 

care plans



Communication Tools for 
Individuals and Families



Communication Tools
Preparing for medical appointments

Active listening 

Sharing concerns and symptoms clearly

Understanding of treatment plans

Managing expectations

Using communication aids and technology





Talking With Your Doctor or Health Care Provider | National Institutes of Health (NIH)

https://www.nih.gov/institutes-nih/nih-office-director/office-communications-public-liaison/clear-communication/talking-your-doctor


Building a Strong Partnership 
with your Provider







Resources for Continued Learning 

- National Institutes of Health 
• https://www.nih.gov/institutes-nih/nih-office-director/office-

communications-public-liaison/clear-communication/talking-your-doctor

- Agency for Healthcare Research and Quality
• Strategies for Improving Patient Experience with Ambulatory Care: 

Tools to Help Patients Communicate Their Needs

- AARP
• https://www.aarp.org/health/healthy-living/talk-to-doctor-patient-

relationship/

https://www.nih.gov/institutes-nih/nih-office-director/office-communications-public-liaison/clear-communication/talking-your-doctor
https://www.nih.gov/institutes-nih/nih-office-director/office-communications-public-liaison/clear-communication/talking-your-doctor
https://www.nih.gov/institutes-nih/nih-office-director/office-communications-public-liaison/clear-communication/talking-your-doctor
https://www.ahrq.gov/sites/default/files/wysiwyg/cahps/quality-improvement/improvement-guide/6-strategies-for-improving/communication/cahps-strategy-section-6-h.pdf
https://www.ahrq.gov/sites/default/files/wysiwyg/cahps/quality-improvement/improvement-guide/6-strategies-for-improving/communication/cahps-strategy-section-6-h.pdf
https://www.aarp.org/health/healthy-living/talk-to-doctor-patient-relationship/
https://www.aarp.org/health/healthy-living/talk-to-doctor-patient-relationship/


Questions

Lisa Kitko, RN, PhD, FAHA, FAAN

Dean and Professor

University of Rochester School of Nursing 

Lisa_Kitko@urmc.rochester.edu
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