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Good practice examples of using a

literacy friendly approach

‘% Communications

® Using plain English when speaking with people.

Use open questions such as “Tell me about your problem. What may have caused it?”
X v

‘Do you have any questions?” “‘What questions do you have?”

® Using plain English in our written information.

Before After

The recipient shall furnish to the organisation
such proof and vouched evidence as it may
require by way of verification of any statement
of income made by him/her and shall give the
organisation any authority, which it may require
to seek and receive information respecting the
same from the recipient's employers or from any

other source. [56 words]

You must provide us with the evidence we need

to check your income statements.
You may also allow us to seek and receive
information about your income from your

employers or from any other source.

[35 words]

® Checking that people understand what we have told them.

“Slowing down and taking time to talk to customers to

check their understanding, has led to less telephone queries

afterwards where previously assumptions were made.”

Pharmacist who achieved a Crystal Clear Mark




® Staff responding sensitively to peoples’ literacy and numeracy needs.

Some examples:
¢ Using the consultation room to put customers at ease.

e Giving the customer extra time and consideration to ensure they understand the information.
¢ Avoid jargon and technical terms.

Policies and procedures

® Having specific ways to help people find and use important information and instructions.

For example:
Highlight the most important information.

When you give a person information, you highlight the important information. This is
useful for them when they go home in case they need to refer to it.

Evaluating and improving

® \We regularly evaluate and continually improve our literacy friendly service.

For example:

At your regular meetings, put literacy friendly issues on the agenda.

Build awareness and discussion of literacy friendly practices into your regular meetings. At
these meetings, you can raise any issues that have come up and share how you have dealt
with them. This will ensure your service is sharing good practice and continually improving.

It would be good to document any new practices or ideas so they are captured somewhere.




