Part 4.

Standard of Health Literate Healthcare Organization (HLHCO)

i

1. Executive Summary 117

2. Health Literate Healthcare Organization (HLHCO) Jiirgen M. Pelikan 123

3. Ten Attributes of Health Literate Health Care Organizations ;Cindy Brach. 139

4. V-HLO, International OHL-Hos, Org-HLR Framework 166
5. AMAKUIN

5.1. WUUeziduAWe9AIN International Assessment Tools for OHL-Hos 181

Standard of Health Literate Healthcare Organization (HLHCO) 116



Executive Summary

1. maulauiiey Organization Health Literate Responsiveness Framework (Org-HLR) AINNTANETD
Trezona'” uaz Angela iy Baldrige Excellence Framework @ %\1Lﬂum’]mﬁﬁuﬁﬂ?xmﬂﬁi’]ﬁ“]ﬁilﬂﬂu
tlaqeiu mmsgrulutlszmalnafivh Baldrige Excellence Framework aidluusiuusldun TQA  PMQA HA
Tmﬁiﬁwmmahﬂizmﬁiwﬂmulmy'ﬁmmLﬁ'amﬁmmﬁw HA Standard annaLUTaugunLan
Baldrige Excellence Framework m@mquﬁﬁﬂié’mﬂﬂfh Org-HLR Framework ﬁiﬁmﬂ 2 NNTANE
Tneianzasinedions 2 msdnenlalldnaiie Result nszaziuselilazld Baldrige Excellence framework
Lﬂuﬂi’ﬂmﬁmm’m Ten Attribute of HLHCO 2249 IOM , V-HLO 224 Vienna Study ,a¢ International OHL-
hos 289 CC-HPH 1l lunseusanana Tne Tudauaes Process Management Tunaam 6 azilsznavusae
Process ALY HL At
1.1. Communication Practice and Structure
1.2. Ease Access to services and Process (Ease of Nagivation)

1.3. Patient engagement and self management support.
1.4. Community engagement & Partnership
gﬂ'ﬁ (ISIE ST Organizational Health Literate Resonsiveness fiiBadrige Excellence Framework
Compare Org_HLR Framework with Baldrige Excellence Framework
Baldrige's Trezona's study Angela's Study

External Policy & Funding
Environment

Organization profile

Organization structure,policy

1.Leadership Leadership & Culture and leadership

2.Strategic Management
3.Focus of Customer
4.IM & KM

5.Staff focus workforce

Communication practice & Structure |Communication

Access to services and process Ease of Navigation
6.Process Management P 9

Patient enagement & Self
management support

Community engagement &
Partnership

7.Result

2. wWiaudey Bradrige Excellence Framework ® /U Ten Attribute of HLHCO (IOM) ,V-HLO, International
OHL-hos (CC-HPH) “ 13ia3ann Concept 184 Health Literacy An1339msnnsld vinld Model fienu

LAFa9HadA HL ,Tool , Intervention 39824 Standard Framework Snn3ulasunilacliane Tugauuas
1
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Standard Framework fitg@enrii 11 USA Institute of Medicine (I0M) 183181911 10 Attribute of HLHCO
et 2012 Tne Framework simwnann Healthcare context Lﬁ@m\iﬁﬁﬂizﬂnmﬁhﬂﬁ Health Literacy
Concept Wmmvl,ﬂzjﬁ;m Health Promotion Tneinas HL 1luidasis beyond individual Health usitfluias
Public Health luil 2014/2015 WHO Collaborating Centre for Health Promotion in Hospitals and
Healthcare (WHO-CC-HPH) a9Wmiun V-HLO (Vienna Health Literate Organization) atlsznaudas o
standard ,22 sub-standard ,160 indicator V-HLO l#Tladasineaas 10 Attribute HLHCO luﬁ:m Health
promotion 1 stand 71 & i Slmma‘mﬁumu HL W a9ping gaau waztlszmauluiuiisuAsten
(Contribute HL in the region) LAY standard 7 o ludesnseunsnissiiunis best practice NAAWENNT
sifiu HL efuesdng quau viedssmauluanfufingey nalduundn niauaniAsuieulifuesng
mﬂu@ﬂ@mﬁuﬁqm:ﬁﬂﬁﬁmma‘Lﬂ?iﬂuLLﬂmmﬂ'lmmmﬁm wazilun34579 Network & Partnership fagl
e9annTiasiamun V-HLO Aa Network #ini384 Health Promoting Hospital (HPH) il 2016 The
international Network of Health Promoting Hospitals and Health Services (HPH) VL&’TI;T’Q International
Working Group on Health Promoting Hospitals and Health Literate Healthcare Organizations (HPH &
HLO) lo1)51u V-HLO 111 Internation version lusissnausag 8 standard (WNH 9 U5UMAS 8 standaard
IAE70uIN19 Sub-standard 8.1 AN standard 6 WATYINIINIT sub-standard 8.2 WA standard 9 AN
il stand dvsdifu Standard 8) el 8 standard W azdsznausag 23 sub-standard , 156
Indicators LazAANILLLLTEINUAWLAY [International Self-Assessment Tool for Organizational Health
Literacy (Responsiveness) of Hospitals (OHL-Hos) '] Fapaasiienls ”mmlm"lﬁ’ﬁﬁmu@luﬁﬂmu 27"
International HPH conference in Warsaw May 31* 2019 1agl V-HLO uag International OHL-hos ﬁuﬁmw
InRiALiuIN WeNwsianidn standard 9 lisanny standard 8 uazil§i sub-standard wag indicators Liien
Wwnias (ﬁqgﬂﬁ 2)

gﬂﬁ 2 1y Badrige Excellence Framework fiu 10 Attribute HLHCO , V-HLO wag OHS-Hos
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Compare Bradrige Excellece Framework with Ten Attribute(IOM),V-HLO and Internatonal OHL-Hosp

Baldrige's Ten Attribute V-HLO International OHL-hos
1.Leadership Leadership promote (1) Management Policy and Organization Structure(1)
2.Strategic Management Plan ,Evaluate & Improve (2)
3.Focus of Customer Meet need of all (5)

4.IM & KM Include consummer (4) Dissemination and further development (9)

Development HL skill of staff for patient communication(3)

5.Staff focus prepare workforce (3)
Promote of HL of staff (7)

6.Process Management |

communicate effectively (6) HL in Patient Communication (5)

6.1 Communication practice & Structure |design easy to use material(8)

- Participative development of material and service(2)
explain coverage and cost (10)

6.2 Ease Access to services and process |Ensure ease of access (7) Navigation Assistance (4)

6.3 Patient enagement & Self Target high risk situation (9) promote of HL in patient and relatives (6)

management support

6.4 Community engagement & Contribute to HL in the region SIS promt_ntln_g .

Partnershi ®) personal and organization HL in
P the region (8)

7.Result

v
o

3. 71410 Attribute \V-HLO , International OHL-hos # Standard lalanaanis Result wsilinanalunuutlszifiv
AULAY (Self Assessment ) Tngl International Self-Assessment Tool for Organizational Health Literacy
(Responsiveness) of Hospitals (OHL-Hos) ¥ Tmgl V-HLO az& 160 indicator @21 OHL-hos az& 156
indicator Inai@unsaLaen indicators IwunzanfULILN §1Ra130U1a1N Integrated model of Health
Literacy " Consequence #g RaRazanumas Health Literacy uiiaiflu 4 glefun
3.1, 8n31n19N UTN19420 W (Health service use) Faazduiussu FUYUTBINITNITULENS (Health cost)

(Disease Approach i Healthcare Setting)
3.2. WRANITNEININ (health behavior) AzANUSTIL HAAWENINGUNIN (Health outcome) — (Disease prevention &
Health promotion approach)

v o o

3.3. n3Rdausan (Participation) A¥@NWUSTL TEALINNIETNNAS (Empowerment) — Health promotion Approach

'
o o & o o A

3.4, ANNWINTEN (Equity) az@NWLaNL ANENEU (Sustainable) — Health promotion approach.
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L Figure 1 Integrated model of health literacy-see separate file

' (2 v
o =< o o

o A = Y v dl ' o .
NIANUALATENTTAAE IUALINN TN AT 1 mmmmmmﬂﬂ‘wmN@m'am?ﬂ?uﬂ;mmmw (Quality

Improvement) fiazyinl¥annsaidan Indicators fiaziilu Consequence fuxmsNITWlA annisAnem

4 da , y < » © oot 4
MnenfiuNInNsNinasia Quality Improvent Iagldaanudiuaingidesnin® wudn uimsnisdanasie

Quality Improvement takA

TABLE 3.

Domains and Themes Addressed by Consensus Organizational Health Literacy
Quality Improvement Measures

Organizational Health Literacy Domain and Measurement Theme

Number of Consensus Measures (%)*

Organizational Structure, Policy, & Leadership 4(18%)
Leadership support for organizational health literacy activities 1(5%)
Staffing and structures to enhance patient and family engagement 1(5%)
Structured methods for encouraging patient and family engagement 2(9%)

Communication 6 (27%)
Serving patients with limited English proficiency 3(14%)
Using the Teach-Back method to ensure patient comprehension 2(9%)
Medication review to improve accuracy and patient understanding 1(5%)

Ease of Navigation 2(9%)
Simplifying the process of scheduling appointments 1(5%)
Ensuring referral completion 1(5%)

Patient Engagement & Self-Management Support 7 (32%)
Improving access to patient education 1(5%)
Addressing patients’nonmedical needs 2(9%)
Setting self-management goals 1(4%)
Self-management support before, during, and after an inpatient stay 3(14%)

Measures that cut across domains 3(14%)

Note. *Because of rounding error, percentages related to each

theme may not sum to the total percentage of measures within a given domain.
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asluastaiauanu

1. Concept 184 Health Literacy ﬁuﬁmm@mquﬁq Healthcare , Disease Prevention WAz Health Promotion
211 10 Attributes Framework for HLHCO wiuluias Healthcare aslinsaunguluiifiaes Health
promotion W31zartiu V-HLO 9138 OHL-Hos asflAanailuanzasnndn 1iadain OHL-Hos A updated
version 783 V-HLO uasfuuuilszidunuesindasldiasinupanuiiuganann International HPH

. st ~ , de o oA
conference in Warsaw May 31% 2019 1a&i HPH H International Network Nidmilseauynt 1ietiia1szain
13294 Global Health Promotion Conference 1gn1sUfjiif uazu Best practice uuandasuiului

¥
o ¥ o o v

dsrgn aziuasiaziden OHL-hos Niludasa udainiadeaws udssinliun

o o 1% o

1.1. @anvadalu Ten Attributes NiudndAnyidnauniainludaui OHL-hos laiflluanszdnany
o o o Ay = = Vo . A 1 o . ¥ a
1.2. mmm@wimmﬂmﬂmﬂLﬂmumugﬂu Healthcare setting mqimmu best practice WNNILATH
wgzazinliaenARRITULFUNATI284 Setting azaumsgulyld
2. T,Nwmm@‘Luﬂa:mﬂimﬂﬁmm%ﬁ (1,000 W) ULAZLONTW (400 WIA) 990 1,400 WA HIUNNF5LITAY
(Accredited) Aael HA 740 Wita (IW.5F 600 TWLANTU 140 W) Tnalsanenunan leunisdssiiiveg lugaa
20N wINadngnissziin © Tag HA azysounavia HA uay HPH ndaeiis n19ysaunnig HLHCO
Standard 1411/1u HA Standard shazilunnaidaniiazyinlf HLHCO standard gni g miulssnening
v 1 dl <
IeatnepnsaungulunaNnig
3. NIMUNALNITANENEATL HLHCO Framework Tuanadszinais Ten Attribute for HLHCO , V-HLO ua
OHL-hos iflunisanelutiunsedissnenunanfawialug deldinsdnenluaniuusnisguain seau
IN.AM. N5 HLHCO Framework 141w sw.an.andusesdsulidenadesiuidun InaneaauniFauan
sw.am. il best practice Twiges HL uazitiuluiadeiifaail Health Promotion sauvsysunniglndas

ALNIATFIUIDS TWAR. 11U sW.&R.AnAIuFL e lia1u1saasnsualagnise warliinanuAndy

wmsguluad v liiausasefiuuN
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© N o o M w0 N

v a

A9eaatlsrant Tun19d1UUIAR (Concepts)wAziUINN (Guide) 18IAINTBLANUGININGNILT LR
1. 13 common key barriers (or facilitators) for implementing organisational health literacy.
2. Key Success Factors

9. Conclusion & Summary
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Health Literate Healthcare Organization (HLHCO)

fHianansARNWiNeaiu Health Literate Organizatin (HLOs) T9uwdAn HLOs Buianigaiwizni wildgnimuning
Uszinasing ldun Australia, Austria, Belgium, Canada, Germany, Italy, Israel, Norway, Taiwan 48z New

Zealand, WaziNNIMUNIBENETNYAiL HLOs (Palumbo, 2016 ©¥; Brach, 2017 ©; Meggetto et al, 2017 ©";

'
o a

Farmanova et al, 2018 “; Lloyd et al, 2018 ) ¥inliiiuddmmnisuuadn wleung uaznisingnisdjus &u
o A o ) o aal v 8 % \ % A~
anNM3aF1aesesdn Health Literacy uazniswmuadsnisliguanis dayatinnansniasuganin ey
Functional Health literacy FlAiFaM USA Asusit) 1990 uaziindngudelseany dail
- Y o o o d _ o 2o - o
1. szuudsnisgunnliaonudAnyTuEes Health Literacy Tag innsiia@iuaasaniuidnisqaniniinig
\wWiunsauangunal Low or Limited Health Literacy 1nau (Parker et al,2008 “” ).
2. NENPH Health Literacy Anvigaanin A85IN1THIFULETNNIQUNINGINGT LATNARNENINQUNINULNGN
(Berkman et al, 2011® ; Brach et al, 2012 ).

3. AunuNIeNEINEIUNaganan (Eichler et al, 2009 7).

|
¥ o a

fayadssrdninariliduinsuiualusniunliuinisganin uazigunazestszmasuiganidniilinas

o A o

atuayuulaing emh big isnisuazinddaun liaaudrAtyaesnguindannusaufiuganin

a q

1inle

=b.
Do

sruvgun I eN ldnagmsuuuuendau Iuiudiesdnslaazilsuiaulinnldldun nsdansasnguid Low
I
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health literacy iia1NgNAINA1IN IHANS N scAnBn waeInIsAadns nswamuw e e likinesianiseu
wazAudnla Wi lusnisive ideansiudfuusnissanimnidnladng Wwiszuunsnisganiniive i

¥ =K E 2N 4?/ o o dl Y Yo a o a v 1 2 d?l =® v
dntisliineau uasimuwnszuumsdmaite lgFuuLEnslUsuuEnisenudessine Wazaanau sandiennsld
watlaieaauniuadilai Teach back ,Ask me three lusiu tfaqiiuldysannisnagmsuandauinlsnan
19 F e fuas1a Tl T ULNINTW WATILLLIATUA9AT (Nielsen-Bohiman et al, 2004 ©¥; Paasche-Orlow
et al, 2006 (35); Rudd and Anderson, 2006 (49) : Andrulis and Brach, 2007 @ ;Schillinger and International
handbook of health literacy Keller, 2011 (48)), ﬁQﬂﬂﬂ\iﬁLﬂugﬂﬁﬁNﬁﬂ Ten attributes of health literate health
care organizations (see Brach et al, 2012 ). Jeulaneumirlunisnuuaiisnuaziia@Anees HLO Wiaann
AmuIN1T189A N1 1a91 Health literacy {uiFaa189 ANANAUS (relational) & U AN (Interactive)
(Pelikan and Ganahl, 2017(43) ) a1nuwIAAd1 Health literacy \uisasdauypaa (individual) N1gunamnLa
sxuLNTANINLTeaTU (Baker,2006 ©; Rudd and Anderson, 2006 “?), aurfuLTum (contextual (Nutbeam,
2008 *¥) or dual (Parker, 2009 *¥), pauFAonuidnlalusitivinlingiuda Actual health literacy a89usiazAAS
T lfauduinedoudawiniy wiauiuandudanaesssuuguamilssanausasntoy Iazdinasanisfndu

v dl e A o s o . 1 :Iz =2 1
we9tlsvanausng daduglasdisaninensaasaniunisal nshldn Health Literacy 109yAnawintiuasly
Weene Fevinuazdiutlessuuiinesiu Health Literacy 38N$I87)31 Health literacy sensitivity
. v Y v dgl a Ad‘ v a

ANHNANNZITEY Health Literacy lagnaenalindneannsau anduidiuanizlsaluaniuudnisguainaiiu

(3e94In1971991sza9U (well being) ¥3aLluEe84415190443 (Public Health) NiuEas N9aaLETHgTNN
o o \ o \ o o A Y o & a a A Ada A

waznsteariulsn TnasaundsndousesdianundannBiuniaie Wussquasnsaesiuneg AuarITa ALY
dll ¥ K k2 v I d' o = a v a
Waauunnagnaengaantl nadnie Whladeyadnaaisineaiuguain sutenisdssifiunasindulalunig
Ufmfdesgnuenallgifzeanistiesiulan (Disease Prevention) waznisaaidsugunw ( Health Promotion)
snerlildiannz luizaennssneneuna (Healthcare) wintlis (Sorensen et al, 2012 ©? : Pelikan and
Ganahl,2017 “). f31l Health Literacy waz HLOs auingadaeiudszaaulunanequnuimuenmilaaingies
Wi visesealdAndndidanlidaade (stakeholders) unuAndngia(patients) i dusy fUfROwluany
13n19 (workers), §13tnA (Consumer) ua tszaaunidunaiilas (Citizen) Tagnialy 99ANs viFa setting 1ia
sru Tunndauaesdannasialnailuaqiiu (Kickbusch and Maag, 2008 “?). uaziuiAnEes HLOs #11190
il 14 luesrnsaas Was (city) 13338u (scholl) an uivinenudy an ulsznaunislssnu (Workplace) wazaw]
Isansog Tlannzdmiuaniuuinisguniwivingi et lalu the World Health Organization’s (WHO)

Health literacy: The solid facts (Kickbusch et al, 2013 (27))

szipumanluuniine

1. yi1lu Healt Literate Healthcare Organizations (HLHOs) fsasldinaadasri FEULLTNIFUNIN
2. ldiesasiearlslulssifiuuazdsulaanaliidu HLHOs
3. HlszaunisalnseainnisaifiunisiasiiuueAnuaziisasianinann il ldluanuusnisganinag

Usunuanseiuiazerlshegiasia vizenasaativayunisaiiuniaie e HLHOs
 _____________________________________
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NTWAIUILUIAANMLT UBIASTINLTITELLUBY HLHOS

WIAA HLHOS ﬁﬁmuﬂuﬂa:mmmﬁ“g@Lu‘%mimﬁﬂ?ymmwmwm (Adams and Corrigan, 2003 @;
Nielsen-Bohiman et al, 2004 “;Rudd et al, 2005 “;Paasche-Orlow et al, 2006 *”'; Rudd and
Anderson,2006 “;Andrulis and Brach, 2007 '; Schillinger and Keller, 2011 “?) riaufiazysannisidu
comprehensive framework TagANIENI9IU4ATN Institute of Medicine of the National Academies in the US (IOM)
Tugﬂ wLLIU8d Ten attributes Health-literate healthcare organisations of health literate health care organizations
(see Brach et al, 2012 "), daduesesiialunstssidu Health literacy T13LALIBIANIUBIANIULITNITELNIN
muinsensiesiefifeduwnujianiduwaalunisiaunesnglmiiu HLHOs Tamenuauazanuang

¥ o

qunneawld huuAnlugnisU o uazluanigenisng uwdnilldgninlddszensdldlussuugannldud

a

T39NENLNA 511208180 LLammuu‘?‘m?ﬂﬂuqﬁﬁuq (primary healthcare)

Terminology and definitions of organisational health literacy

@ =, =

ANUNNEUAZILNNTAY Health Literacy NNATMUINIG Imﬂiﬂiﬁﬁ”uﬂmﬁq (Nutbeam, 2008 (34)) 59809
F09 HLHOs #8), dwiuannumangaes Health Literacy ffuu@ﬂmmzﬁmﬁwmwﬁn‘?‘imﬂmﬂ%ﬁuué’q Tadl
mmumﬂﬁlujﬁnﬁumLmuqfa@nmnmmumwzﬁ”ﬂﬁqn@hfgl,l,é’m,l,ﬁiﬁﬁﬁqLmya %'qmqﬂ%@@ﬂ?‘imuamﬁmmmﬁﬂ
Tﬁé’faﬁuﬁﬂ@mmLLmnﬁmLL@:mf}wmmﬁﬁmmuié’ Meggetto et al (2017) ®"lAvinn1snunuAIN NN 189
HLHOs WU91E3nEs 19 terms uansinariu desalaiaan Term %Iuj ‘health-literate settings’, ‘health literacy-
friendly settings’, ‘health literacy-friendly organisations’ (Kickbusch et al, 2013 (27)), ‘health-literate society’
(Paasche-Orlow et al, 2006 ©?) or ‘health-literate America’ (Nielsen-Bohlman et al, 2004 ®¥). Ine) Term ﬁﬁ‘ﬂﬂ
uAnsnafaii Fusunnsldnsntesusaz g falaignAyrinnnsdnla HenuuazanumaneresmAnanT uas
ANHUANGINNTEUINN Useanmuiuaniunisal (people vs situations ) 99 H3ULENsUARzABALANIWNNIAL

o @A

(personal vs situational ) Aa#l Kurt Lewin (1982) * leiniaue Tne anrunnsaiuunefedsn (Object) @uiipa &
| A a = - P Yo vo a | P o
AenAMIRNIzANzasazlAa NuatefesAns IadaeulinudfuiEsnisusasauviatlsyanau Taaangn

29Ang lWnL anaaznaluANmaend1ee] 91 Environment s Organization ,Workplace , Setting ,System
,Society ¥384¥NT¥LAUNTIY Practice flé WsaazldAnuinutin organization tiawduAaene (Adjective) 3nazld

Aus Setting 1o Ale 1% Healthcare organization 1138 Education Organization {guaas HLHOs Iaun

1. fanuildusiuanld Health Literate Environment 989 Healthcare setting #iNeif s ugLlaammaannsi
wWualae IOM (2004) NHEDNANNAIANTS ANNTUTAL BazinEelunN1de41393913013 (Rudd and
Anderson, 2006, pi (45)).

2. Huunass AtenldunNga HLHOs ReasAnsinmunscuundasiadszaaulunisdun dnla uayld

k%

BYATIIANTUATLINITIUNTAUARTNTWTBIALLY (Brach et al, 2012, p 177).
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3. Hpwnann pellenunidulaqiiunlaysanniaiiannniua luilenuues Brach et al (2012) (10) fiu
TNIT909ANIINTRY Health Literacy 289 HLS-EU Consortium (Sorensen et al, 2012, p 3 ®”) HLHOs
= e Ao A g o : el I = ] X = v a
A avAnsssuLite Il esansdldaulddaudennngu (filaauazyd yaansy gisuis lu
anuEnsgunn dseanauiall)lunnsdnge Whla desiiiv uazlddasainnansinaaiulsnvizadays
qunmawiineades et diienisenszdu Health literacy inlinnssndulanaaiuguniwluynT
Ju Iagldnnsdesiulsn nsdaainguninuuuidoudanssudgiuuazflianag iasnsadnmuay
ANILALANNINTIRARRAYNTNTIN Le IfaNNsnussquunAATITueIATINIE sz ULLAYENEW an1u
vinsgunnauseslsvegneldudnnisuaziAseadianed n19LEMIIAMNIN (Quality Management )
nsUFunINIaazuula (Change Management) WazN1989LTHETNIN (Health Promotion) $9xfiunng

- . X o A . 4 oy . , x
WTNANTIUTIR989ANS TaFTRsIAssaFauguazninenaie liiueardnaf Health Literate 8107

(Pelikan and Dietscher, 2015b, slide 16 “?)

Concepts, models and frameworks of organisational health literacy

1 '
= =

unaNduilaqiiuigan lanunawiaai HLHOs (Farmanova et al, 2018, based on Farmanova,

a

2017) TunsaureaniAnged) HLHOs & 15 conceptual papers Ainanatia31 HLHOs Aaasls (What) i n1g

AUUERRETIFY LaznaIaDeIaiuNNseaels (How) Iaannsauansauuanialunisandiunng
1. TudsziAuaeanisiesls( What) in1simmn 7 ngeausivenauA1d What (Paasche-Orlow et
al, 2006 *?; Andrulis and Brach, 2007 “; Coughlan et al, 2013 "?; Kickbusch et al, 2013 *”;
Frosch and Elwyn, 2014 " Pelikan and Dietscher, 2015b “"; Trezona et al, 2017 ©") Tna 2 Tu

7 ‘qu‘trﬁ 15Muue Framework tom (Pelikan and Dietscher, 2015a (4”; Trezona et al, 2017 (51))

'
v o oA

waY Kickbusch et al (2013) ?" Tag/lditiudn n1snuuaddasidifineqiu Health Literacy Vhuflu
ﬂmﬂgmﬁﬁﬁﬁsﬁwﬁ'@u The Vienna concept of health-literate hospitals and healthcare
organisations (V-HLO) (Pelikan and Dietscher, 2015a “1) 9189 Health literacy Lﬂuéﬂﬂmﬂdﬂﬂ?
A%194IN N AININLIENTS ANUABASY NNFRUATHRTNIN waznsaireanmuandeniiaese
qmmwéquﬁu (coproduction of health, quality,and safety; health promotion; and “healthy
settings) %4 Kickbusch et al (2013) ®" %uﬂuﬁﬁﬂmﬁ'mﬁu V-HLO 4111911 Health literacy 'lu

dszgnafldiiufiundiA1ditinisqunan (healthcare) Farmanova et al, 2018, p 4 *” uaz Trezona

> 1
=

and colleagues (2017) ©” AN HLHOs a3aluiunse Organisational Health Literacy
Responsiveness (Org-HLR) framework, IpeIaY Health Literacy TudsziAuaasnisnauanesaag
ssunLinaite sraauuasunfninsfinpuseudfugenin (Farmanova et al, 2018, p
4) @, %4 V-HLO and Org-HLR Huriuliaernswmunanssnue Tnseadng waznszunaunise4edmng

Weatbayuwnsautiunisine iiiaramsa A ugunn (Farmanova et al, 2018, p 4) “7.
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2. luwlsziduaeanisvinesngls (How) WuNeRNE AN AUNsaLlunN A Siunng (Framework) @119 9
nrauNTTANLHKNNg (Andrulis and Brach, 2007 “; Schillinger and Keller, 2011 “?; Brach et al,
2012 " Hernandez, 2012; Parker and Hernandez, 2012 ®¥; Koh et al, 2013 *®; Rudd et
al,2013 “?; ACSQHC, 2014 "; Frosch and Elwyn, 2014 @V palumbo and Annarumma, 2014 ©”;
Dietscher and Pelikan, 2017 (17); Trezona et al, 2017 60 ) %\11 ”yjmwmﬂﬁtﬁu conceptual map of
organisational health literacy. meﬁnmiﬁugmmmﬁq 9 nsauUN1TANINANT A WA wqﬁmimm
A4ANS (organisational behaviour) N9LTMNT9ANTS (healthcare management) ,mm"mmrmﬁng
nsufiReenaduinenmians (implementation science), maﬂ%uﬂ@mﬂ’m&i@tﬁm (quality
improvement) (Farmanova et al, 2018, p 4 7, VLTUN 20 LILLNNINNIA NN AE L
Balanced Scorecard, Model mi@l,l,miﬂwgﬂ?\i (the Chronic Care Model) 1178 Model mﬁ?@jLLﬂﬁl
WWNIRRWIANIBLFA A TN (Health-Literate Care Model) (Koh et al, 2013 *9), eluiitias
4BNANILAEN 2 Framework A Institute of Medicine (IOM) Ten Attrribute Waz Viena Health Literate

Organization V-HLO

Institute of Medicine’s Ten attributes of HLHCOs
Institure of Medicine (IOM) |FWBLN Ten attributes of health literate health care
organizations (Brachet al, 2012, p 19 "), Tnaifinuun 10 Aruanwzaas HLHOs Aasiildlduazasnu
Tuszuuilivedon inauldlss Tamigegaainssuuniaguagunin (see Box 1).
Box 1: Ten attributes of health-literate healthcare organisations A health-literate healthcare
organisation:
1. g liysounnng@as Health Literacy Wn1i1u wiusia Tassasne uaznisanifiunnsuesesdnsisae i
A . ¥ o ° a o v
2. Ysnunn9iEes Health Literacy Wnlilunnsansunu nsdananisaniiunig anulasasdaaeegilae
4 .
uazisaen13Ufulanninaw
a pry el Vo = o Y v o a
3. wisaNyAAINgNe WRAMNIILIFNUgINN $9NDINRAINAMTINIaNITALHWNNT
4. suFesnsrevanesuszaulseanadnllluduneuaesnireenuuy n1sandiunig wasdsziliuna
WrzUUdayatIIaITLaLNITLINNS
5. AALAUDIAINADINIIIBNLSTINIUTNNAIINNAIN AN TNTEALITBIANIaLSA g N AE
= dl = a ese = o dl Il v a YR 1 Il 1 dld v v
wanaensang (UhuRmiew)iu ieldliiiaanui@ndiauey lunguniininnseufinuganin
#n)
6. ldnagnsademnuseuisnuguninisaiiunisdeaisseninayaaailss@nsnnuazuiilaladnay
nnaNdnlalunandudazesnisinig
o A o | a A ' v = = | o o a
7. Apwsunszuudayatnaswazidnisidesaniadte wasiiszuudanlunisdmnslusunznaglu
AFIN)

4 o a - =2 aa = . LA . 5 P 2 ea
8. AANULLLAZNIZANLARAINNN 99uD93A 18 178 social media Vl\i’]il[ﬁ]'ﬁ]ﬂ”lﬂ‘lﬂi@LL@::Luuﬂﬁﬁ‘ﬂ{]‘le
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9. whwinluGasannsaufiuganiniduiasluaniunisadau@segs iy luteseasioes

al
1

N"313N19 VisaN13AaA1 T NENTUN1IIULN
£ %

o P | = a4 o o a ol 3o A p~
10. @@ﬂ@’?ﬂﬂﬂl’]%\]ﬂﬂ’]\mmﬂﬂﬂLﬂ?;l"m‘]_lﬂ’]i‘ﬂi‘ﬂ‘]_lV’]QmmﬂﬂﬁﬂﬁWﬁﬂﬁ‘ziﬂﬁjuﬂﬂxiﬁiU LASATUINITNAD

ANLUANWUDAANNANEN135N 1N

10 Attributes of HLHCOs Institute of Medicine

TnaluwsazananeuzazebunanaaiumnuaaNa iy uazsaaziden $aufeRsnI9lsvidy waznis

]
e A

1gn13U )R Weadansaunamuansueia 10 Usenis wudn

3 o

1. 489 5-8 AXNA1IDULANIANIZIAY HLHOS 11 N3N0 N130aNLULTaININNIT40ATTHAY
- ad dogoe o
N19L3NNT 99N D9AaN [ Fa11FLN13ARANT
. o . . Y 4 e v s ava .
2. Auanmoieh 1-3 unsimueaudn s iugunesdnsadufesliva lwiinnsdanis
atusruuuazysunsdn lAussuuAN T WIB999ANS TUTUIENNTBINNTUTININNS
4 . -
iWagunlaguasni1snmRIesAnNsg
. 402 4 . y . ay o . - .
3. AnANEUEN 4 ThufaaiunsiuAuAIreInIsidausan aaduinlazesnistsnisqgananiiiy

dszrnauwduguenans iwinlazesnisudmeaunin waziduialazeanisdaiainganan

3 o

4. pouanwnuzdai 9-10 whuwinluFesaniunisamiannudesganazi biiiaannlddnla uaz

Ao

duanndragyndesiuninduiivaelu 4a 9 uavszuuiFnisquainluanigewsnininig
dsziuganimiinanuangassaaiuvluzesnisasaurgugadnslss lemieslseiuganinly

48 10

Brach et al, 2012, p 19 "? a71/91 an1uLFN1942N WARITATE97199E 1IN ANIRLFANURTNINTBIUE
o cv a o o a a PN A

azyAAd MU gUavARUITILLENsgunnddudeu nsUsszuuidnisguaiwiiiudsvanmuvzedioeidy
AuenaeFeseeniuLsrLLTayatNasuarsruLLLENNIguN Wl TaEysniInIIuaNNIsTeIAdINTa LAY

¥ s ¥ d’l a e 5 =2 o
gundnluludlszasd TasaaFraiugnu ulaunauazuiadjuRvededdns s9uiansimuIyAaINITuLaTNa
gNEN19IROAT TBIBIANT TIADIULENIGUNINUN 10 ADIANTIUEL0Y HLHOs Tiltlszensdld avaunsonay
AOLALBIANINABINTLDIELENININTU IneanizaeeBenguniansa ufiugunInianin uazazaanana

Tgniaimungunanluszaulszannslisos
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Vienna concept of health-literate hospitals and healthcare organisations (V-HLO)

Ten attributes Tﬁqﬂlﬂuw{g@Lu?mﬂ%\arziﬂﬁu“ﬁl,l,mﬁnﬁfﬁ"ﬂ (Brach, 2017 ¥). dauluriylstfnaes
Vienna/Austria (Pelikan and Dietscher, 2015a “!'; Dietscher and Pelikan, 2017 ") fiZusimuniiafiaz
ﬁuLmﬁlﬂuiﬂzj HLHCO uuuiiluaednsan Tagfumindilsenenung draziSauniiauiu Ten attributes ua V-HLO
SN WiRaz 14 Health promotion Setting Approach at14daiat Tneiin 18 nagnsaed Health Promotion
Hospital (HPH) 1114 (Pelikan et al, 2005 “Y). TaeumuiAdn filae AaeAn9n Stakeholder vizagRdauladawids
v;nﬂzg:uﬁlﬁmi’fm femaneaanie pravAda yaanslulsanenung meﬂixmmﬂuﬁuﬁ@LmeTNwmm@
(Catchment area) K281 V-HLO duensmatianfiaziaiun Health literacy iannzdtlas widugildaudawdenn
NN VENLVBLLYAAINNITLINNIGUN N (Healthcare) Wit mtﬂuﬁqmm‘%mimmw nstfasriulen uaznng
AUATNGUN W PINDINIWEINWIATEIR TaetinTiennEeed/anaes Health Literacy 299 HLS-EU Consortium
(Sorensen et al, 2012 ®”), unl4 Tne health Literacy m@ungmﬁqﬁim A Wnla sz LL@%H"’]’I@H@?M’%UM
ﬂi:ﬂ@umiﬁmau%umaL?'mﬂﬁiaqmmwmmnﬂjf‘fuﬁLﬁmﬁuémmiﬁmmmmw nstfeariulsanaznisdaass

AUNN

V-HLO health literacy l lignidnlaluudysaaanisdaadngunimingiy aeldsnsannisdasinganin

A o

fldldluanznguauaiiaslias widulsaiudfyluesnunineesnisguadilonisuiu aziunini
health literacy li/gn19Ufjiinlu healthcare setting faslAfunisaansuanyAainImianisunneuazannndesiy
FLULLEMNIAANIT PaNDNTzIUNNIATLARUNNIANLTEBNN9eEeTlusz UL International Society for Quality in
Healthcare (ISQua) l@Wmun 9 NIATFIU LAT 22 mmgmﬂ'@ﬂ%qmzﬂ@uﬁwLﬂ?‘?lm'%’fm 160 ARAUTLNNT

132 lUmAILaIAN NI Le9ANI(see Box 2).%'\15@Lﬂu%umumﬂiumiﬁmmmm’nmﬁ@iﬁlﬂu HLO iasflaillgin
faalild lulsaneunaesdszimAeedisse (dietscher and pelikan 20177 )’LummzlﬁmﬁuﬁiﬁﬁﬁLﬂdi'mﬁﬂ?:uﬂ@
\unmdang l5a1eid Bnd uazAu LaznadeuANNRaein 19l BUnTiT AL uANAN eI LAY
FTUUNTORARINTIN AT International Working Group %m@g’lum’ﬁiﬂﬂwmm Health Promoting Hospitals and
Health Services (HPH) Tsmnnaimsnsesan i OHL-hos (8 standard,23 substandard, 156 indicators) *°

Box 2: The nine standards of a health-literate organisation (V-HLO)

1. WFENAINNIBNTDIANTIOUY TmNm%qﬁugmumm*wmﬂm‘mmmm’m‘ Lﬁﬂma‘ﬁwmmﬁm@uﬁé’mzﬂmmw

2. Wawuazilivfiunadeuaznissinng Imﬂfmﬁﬂﬂwﬁzﬁ'qm’qmmr:;’a*uu?‘ma‘slu%um'aummma‘ﬁwmLmz
sziliunag

3. yaansemsundResansnsndeansiieaineaanuseninugnm

4. ﬁmm?\iLLfJM”faﬁiLﬁyﬂﬁiﬂmiﬁmmmmm@uiﬁ”’m@mmw LL@xﬁﬁ‘xUU‘ﬁfJﬂﬂﬂﬁ‘ﬁ’]V}’]\‘lLﬁ@iﬂ‘i‘/‘l_l‘l_l?ﬂ’]i‘@"lmﬁw
nstfesiiulsn waznisdauasugnIN

5. szgnildudnmenisieansiitestrspnuseniuganinlunndesmnanisdeaisildisza i sansdeans

Y = aa 4 A aa o A = o P
ARENITYA NNFTEU Tnle viTeReRanaaw’ sandansatiuayiluzensulanauaznisulanim

Health Literate Healthcare Organization (HLHCO) Jurgen M. Pelikan 129



130

6. smuwANFauAugan mdruyArsduiuhauazdinadesndndny taeldnszuounisizeus (Learning
offer)

o/ % Y v = 4 .

7. WENUIAITNTRLG qu@‘ﬂﬂqWﬂﬂﬂl“lﬂ@Wﬂ? Iﬂﬂlﬂ]ﬂi:u‘]uﬂqﬂﬁ‘ﬂug (Learning offer)
Py P a o a
F) MUFUN N MIINTUATONLN NADULTNTFURATEU

q q

8. WauIANNTaU

9. uthiulszaunianiuaziiwindadusnecnluGasnnnusauiinuguninlugueuianuuinissulingey

Sources: Pelikan and Dietscher (2015b) “?: Dietscher and Pelikan (2017) "

Guides and toolkits LN@N151s1NUUTALSULISe organisational health literacy
Farmanova et al (2018) IR 20 health literacy guides Taelszinunia’ls 6 dimensionvl,m”LLﬂ'

1. mwﬁﬁqLmzﬂwﬂwm(access and navigation)
nm’%ma (communication)
msﬁzﬁ'quéqmm@fﬁinﬂ (consumer involvement)
11AANT (workforce)

N19UIBIANIULAZNITLIMIAANTT (leadership and management)

R O

NNIABLAUBIANNARINNTTRILTEINNT (meeting the needs of the population)

nsusuilganninin 8 FasAa

v
o

1. NI9ENNH (form team)

ANTANUUALTIIUNNE ( set aims)

N

AT (assess)

NNTANUUARITA (establish measures)
mié@mmmmmmgﬁumwmwﬁn ( communicate and raise awareness)
naiaLILaULTRNT (develop action plan)

nsnagauNTiUazuLlag (test changes)

@ N o o bk~ W

nsaARINANANMEN uazinEANsiuaEnIsiaLTiag

Farmanova et al (2018, p 6) “” a31d1uuan14 (Guide) HAMNUANGNGIT scope (single- to multiple-issue) Waz
vrunitazsuuanaillgnisdfon nauuannedaulunimund wiuaniuunisgann tne 6 uuamieiimmn
dwfuaniunanistgug Tseanenuna waziuen vTeRmwILUIaEnsLNs TN 10 MENLNG UINIeaTd
a 1 A a ee o v o o o/ & v
uwuamenetsziiudneslshegilassn wazuaudjimnisluntaimunliidu HLOs agll dwiusziuesrnsudn
i Lnenuatnuanafa1n1301n U 1 lunnswmunesmns Bl HLOs TuiFnsivannuans wadusy
o ‘dl a = o £% o v o 1 a = =® o v
seauypa NN ana i duseaeimunwn I liuN sanAuuAaz3 T TN $aNDaNsy s suain Wi
NIMTFIU
49
1
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ARenetlszans Tun1sdruuiAm (Concepts)uaziuanig (Guide) 189ANNFALSAUFTNMNWENTUHLR
AdeiTeszand dmILuAn (Concepts)uaziuanIg (Guide) 199ANIBLIAUGINWGN19LU TR aguladn
1. Farmanova et al (2018, p 12) ® agil3n Tuil 2008-2017 13 MIAnE UL (quide) 1L\ (Barrett et
al, 2008 ©:Groene and Rudd, 2011 ®; Weaver et al, 2012 *?: Callahan et al, 2013 '; Shoemaker et al,
2013 “?: R.O. White et al, 2013 *”; Zanchetta et al, 2013 *”; Batterham et al, 2014 ”’; A. Johnson,
2014 (25); Palumbo and Annarumma, 2014 (37); Briglia et al, 2015 (12) : Adsul et al, 2017 (3); Brach,
2017 ).
2. mu“lmymmmmiﬁﬂmLﬁﬂqﬁunWiﬂizLﬁuQﬂa?iﬂ (barrier) 294N19ANHUNNTIANINIDUTANUALN N
(Groene and Rudd, 2011 ??; Weaver et al, 2012 *; A. Johnson, 2014) *¥;
3. 1l 2-3 nMaAnE RN REIIMEaLIBEANN AL HLOS (Callahan et al, 2013 ¥ Briglia et al,
2015 "?; Brach, 2017 ).
4. i nadnmiidegldaansolssfivetneiivangudelsnisiananiswmmn HLOs Tatlduuamad
Avum uA guide Hilselamipe
1. dhuunwlddesTunisudlalyuizegiassalunisimmnaciuseuifugunin (Groene and
Rudd, 2011 (22); Weaver et al, 2012 (52); Brach, 2017 *’; Dietscher and Pelikan, 2017 ")
2. mmmﬁmmumﬂﬁu"ﬁL@Wﬁzﬁmqmmﬁmmimﬁ (Callahan et al, 2013 "?; Briglia et al,
2015; "?Brach, 2017 ),
3. awsadnlannududeusesesnseuinugunm uazladefifuasieninianusan i
zgmmwiﬂ@;'miﬂﬁu“ﬁ (Weaver et al, 2012 ®?: Batterham et al, 2014; Brach, 2017 ).
5. mn Guide Ul aguldei
1. eenmiuune 3B unae i (Local Context) (Callahan et al, 2013(13): Brach, 2017 )
wald 2-3 wannelunanieaiu (Weaver et al, 2012 *2 | Breglia et al, 2015 )
2. Health literacy universal precautions toolkit (DeWalt et al, 2010 e, Breglia et al, 2015 a2,
Cifuentes et al, 2015 ") il lunnsBnssansten e (Callahan et al, 2013 )
3. Health promotion and disease prevention interventions (M. White et al,2013 (53))
4. To inspire the adoption of system-wide policies and procedures across healthcare organisations
(Brach, 2017 (9) ).
5. The use of assessment tools provided with the guides was regarded as a useful and feasible
exercise to provide direction for improvement (Groene and Rudd, 2011 (22); Weaver et al,
2012 *?; M. Johnson, 2014 *);
6. lininwansuesasdnsldun uazlildudminenslunisguadilas (Groene and Rudd, 2011 *?).

7. waneianNduteuuarianniA1ania (Shoemaker et al, 2013“Y).

Health Literate Healthcare Organization (HLHCO) Jurgen M. Pelikan 131



132

8. 13" Health Literacy guide aziidszlamiin guide thlitszladasnasudn drauazanunsavin’ly
dsegnslld e uazanunsnaivayuniaBunisesliiinisideainnsanidnglassasean)swmun

Health Literacy 6 (Shoemaker et al, 2013 “”)',

common key barriers (or facilitators) for implementing organisational health literacy.

tsznavusag
1. flRduanefifaasu HLOs
ANNATZUUIN
nginl sl
mmgqﬁu,

arnuANaAtyluEes Health Literacy

2

3

4

5

6. NIIATNUAYUIBIELEMTATLALY
7. msineusuluies Helath Litearcy
8. NN9ARATININENT

9. wanfiazAfiunnsises Health Literacy

10. szilaudfiiR viveuluunevsa Protocol Tun1sAnliunig Health Literacy
1. Q’ﬁﬂmﬂﬂ?ﬁuuﬂm (change champions) TuANuN139a LA UGN
12, Amusssunsiasuulasuaznnsaieuiansss

13. AnudufeunevATasianasuanenisAtunaive g HLOs

tlaaagaanudnsaiiaz Health Literacy gn151fiam

1. daguaidulouadelfifannddnuulag

2. meatuayuaIniuinng lnasandansaiuayulusyiulaseaiaesdng dmusssudmiunisaing
winnssuvizanisliulgangninan daunsiied Barriers vie facilitators iui3ead lsliannzdmsunns
@i’%ﬁummﬁ@iﬂ@j HLOs wisnidudnusuieanistsmanisiaeulas

3. nsyannnse HLOs 1 luiasnisiimsamnineasaniuiinisganin Tnanafnmndaulunjsziyin
fudsiian duatihais ‘Emmwwmm’ms{qﬁuﬁ%ﬁuLﬂ?\iﬂu"l,ﬂzg: HLOs atihsadeds lalifesusidiudn e
Health literacy tuifluusiFeaiiinaula meﬁ%ﬁ’qLﬂuﬁfymziwi"uma?u?mizgmmwwhﬁu 18na1n Brach
(2017) lueLd3n1uaa Lioyd et al (2018) “*lu Australia waz Pelikan and Dietscher (2015a) “" lu
Austria, l@nanadniieliHealth Literacy 1 lugn1sdjumauiianagniialussdunans (Meso level)
suiludeslaiunsauauudadoonglusssunuednaiismelussiuuu Fnsmiliaginldmenis
29NIATFIU HLOs LR o Wl lussuudseiuamuninaesaniuiznisguniw (Meggetto et al,
2017 °7).
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Summary and conclusion

v nl/ = Adl ¥ v 1 v v
dilhsuazdszamwinly Sfymluesannseuifuguninuinndtyaainamisganinlaaianisnils
T9RzdINANITNUABN1IERINTT LTI INGININ UATNARNENIQININ

\HeaNdIANIANIARNAN (social griendient ) health literacy Tugnusiiuadamuungunin uas

1
oA

v IHAndesinemnegann (Health gap) naguanguiidanusaufiugeniniianin Tnaas
ANNANE LT U ILLTNSgIN WIS AHTE LA IgIN WA g AnEaza NI 9D
LﬁuQmmwm‘m?mm@xﬁﬂﬁqmmwmmﬂaxmwuﬁﬁu uazdnanTnRazandesinemnegannasld
mﬂ%mmnwﬁmﬂummﬂixﬁurémmiﬂufﬁmqmmwﬁuﬁﬂiﬁﬂ'faﬂvl,rf’fmwhﬁmi Aguugi il
WU IIULAZYINNINTEIL WaAR HLHOs Auiilu model 7indaald uazflietasdiasnei
‘ﬁfmﬁmfmmmmmﬂL‘ﬁ@lﬁ’miﬁ%jmiﬂﬁu“ﬁm:ﬁﬂﬁdmLL@mfzmnf‘fu Fausnslszfiumuasasing
Wuszunluides HLOs Hewluidessufisndudesdifeasimunesdnslg HLOs nazusunsBauiuas
miu?mimil,ﬂ?z'ﬂuuﬂmLﬁlﬂvl,ﬂzj HLOs

o Y

[InNNsANEINLG nsaztiuuaAaTdudaullgnisU iR lulaseainuasTmuassneAnILay

. S Y@ 4 da y C oS4 o o o
nazuounevnuuuasuegiduFediacuiinieduesnege Sedadumniunimdenagin
Amausialyl urandszaunisnily ansgewsni wrelstimeBur 11 eeAMTIAL BDALTE LAUUIAT
WAzLEaINUW WU N19U Health Litercy Tlgnisufjiim tdaeinandenansluszduingna (meso level) w1
TuanudEnisgann fesnisnisaivayumaulaune ngsuidey useqla uasninensainulaune
z@qmmwxﬁuuu (societal macro level of health policy)

3 o v A a e o a
ultunegunInganns neivua i HLOs uidwnng wiseunuluFRnsseALTNR wazysninig
NM731U HLOs vizawpsesddnidn ) luszuutsriunnininaniuiiznisqganin (Accreditation)
waziialiiinaand lauaznisit HLOs Ul lneninnisidieazadanannieinuguninliaenad
dsz@nsnn andusesanasiounuliifasumiumnaaiuaumuang wwiRa Sas Model wazsiadn sl
azead iiaARLaNsaiulaT
taqiiuflaiiaaratingTunisdnanusaufiuguainlulssaauuas lunisasinssaufinuganinae

Measuring of Population and Organizational Health Literacy (M-POHL) “”%qm;_uimﬂiﬁ@'wn@q

European Health Information Initiative (EHII) of WHO-Europe (https://m-pohl.net/).
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al

o

wiu nszsuliAnAnnarsuinnewdnfensa vialdmaila Ask me three (1 .ﬂziﬁ?ﬁ'aﬂﬁymﬁ'm
Widasn 2.feslfifsetingls 3. aufnelsmuandlidfimsanadu)

6.1.7. Wad1 prudninaresniseans Lﬂuﬁlmmfmﬂmmﬁmmﬂjﬂmﬂ?‘;ﬁ’]mﬁmm@mmL?ﬁlm

6.2. YARINTIUANIULENI98LFAIUGUAIN (HLHOS)

6.2.1. vuanyfgululadn neuianufuasineelusuaauseuifugnin LAZANITAN
qunniin

6.2.2. mwﬁﬂLL@:’Lﬁmmzi"]ﬁmiuﬁmmmmufﬁmmmw Tusziufiuansaenlsiiuls

6.2.3. Weathadenala uazlidndamaznisaunun

6.2.4. dFwyimnarhuluniadieans waniassnislddwmnannsuwme

6.2.5. annlsziaunan (Key messge) Tunnsaununiiies 2-3 sziundnindu

6.2.6. aaumauaauidnla Tnsldinedin g teach-back (Wyakasaruidnlamues ifenidrlady
atigls TnelEnnEv29m1) , show-me, teach to goal (Baker et al., 2011), chunk and check. (il

Feetlunans) (Chunk) udanuenageuadilaluwsaznew)
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6.2.7. yad7 uardaiau
6.2.8. nszauliiiaA10M uazmsragaudAuisi acudr lalunAeaunniy
6.2.9. Jaiudayaaisaumeanaziinlignisu s
6.2.10. lfn1niszney vie video (e.g., draw pictures, use illustrations, demonstrate with 3-D
models, show on computer screens).
6.2.11. vwmsanyfgululadn felagianizBeinwazlifunisduetvazidanynivinaudun
¥ k3 v =2 dl AI a Cal 1 1 o v
e wazansnsaldununisauninls santieniamumauenansidudeian dnanudne il
¥ o A ]
i lansariunze sl

6.2.12. Faspausnisan undaawaalunisudants lunstindszauyuisunisdesans

7. ASsiATENTRYARISRUARUFTMWLATLENIsgIMWIRARN1sINTe SaNTemsTieuaaly

AUNITUINMNSLBNNSSLLSANS

%

n7lusus3nnslsaneunafFesRnseaniaanilelUaaaneenile azanndneAuiy n17eanLULLE

'
aal

Tagaainenialuaniuuinig thavennig Beanuunisnbivinianiaoududen dautifeesinequinung

=3

= Y aa A 9 : o & A ) % v a v 9y a D)
?Qllﬂ\?ﬂqﬂﬂu']ﬂ@uﬂﬁﬁ'ﬂﬂﬂ\?ﬂ’]\i"] ﬂLﬂuﬂWWL’ﬂW’]xWﬂqﬂﬂ@ﬂqf]NL°1|"]élq (LmuW@Q@ﬂL@u W’a\?ﬁaljﬂ']ﬂqr]q[ﬂ Lﬂuﬁ]u

2 9 o o o A ' A 9 o o | A o
). EINmNﬂmmﬂu@mmmzmﬂ@uwum’mmu’liﬂuﬂﬁ?mu LL@zﬂ\‘i@ﬁ‘qﬂﬂ’ﬁy'ﬂq@quﬁ‘uﬂ@qllw&lﬂ’]']ll?@llg

q

1 '
= o

41N MNANAR (Rudd, 2004; Rudd et al., 2005). 40111319900 AUgENMNLBNAINAzlfulgauazivaiing
v = v o o - v o Y Aol o ¥ = A

vannliieanaudn andudeseanuuuialididwihnnuusihduseunisudnisuaruenidunisiay
s a % 1 & ] o ¥ d” k% !
TUUTNIIAINYBIANN°] (Groene and Rudd 2011). mﬂﬂi:ﬂfamﬂﬂuﬂmﬂﬂwmmﬂﬂmLm

7.1, eanuuuanuiie Wdssaaun llsuiEnisgunin asnsamdesniglliuiinisdeenuasldaintas

UaNN
7.2. Mdnsndnladng uarldrzuudysnsabieaihauanni

'
a o 1

7.3. RneusnypainsiiazaauAnmingaiunIsaNdesniensiiEng saviningninuaniuing tneld

v
o

peanyAgululadn ynaudivineelunisg i

7.4. ysannisuavesnuuuLinisisiesldiegusaanuazaindaniuliegindiu (Usnisgunil wnns
WA 13NN9UFLLREUNGAinIsw, Heath and Wellness Service,13n13n1943aN )
] A Vo a o’ -ﬂl v v ' Yo a v [y o

7.5, dewneriuuinisuazasaumiie Widnladiaslasuuniserls uazasldilszlamiarlsannnisiy
119 waznsdnadpsdnfanllsunsutinissne 1 wellness, case management, and disease

management programs.
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7.6. ‘ivml,md?ﬂwiﬁﬁmdL‘W@vl,ﬂiv‘]_lﬁﬂw (community health workers [promotores], lay health advisors, peer
ldl v 1 A £ 1 3 £ 1 1 A -dl v
coaches) LW'EISL‘VW]QWNTQ?JLV@@Iﬂﬂﬂq?m'ﬂUﬂﬂ@\‘iﬁﬂmq\?ﬂ ?QNﬂQﬂq?LLﬂﬂﬁyﬁqmq\‘lu‘] LL@gﬂQﬂLﬁ@ﬂLWﬂFLV

v R 9 a v
ATNTOLA0N m@ylammumﬂLmzmimmﬁm

a

7.7. °ﬁ"mmﬁaiumiﬁwummi’mﬂmummﬁmmumﬁ’nm IPELANIZIREAANITLTNNG AN u?miﬂgunu

al

a

AULENTANLANENANIZNE 1FB Home care AuuInelgund )

a

7.8. gWiuinsdeslidsen Wdayaaisaumaungion lnglipmaudsndihoacllfmndayaaisaumates.

a

o

7.9. MMUUATLTRVRNLATATNBLENNT WAUA MdaeLEnN9AYINuEnd Community health ,wiaaanuienszaL
ANNTALISA WA WL EnNsN TN InnsdeaN Iladesian sEn iUt uAINgaNs uay
fulgenedevespsaanaisnisliiudaqiiuet) e
- - - v o davla nis s e o T 4

7.10. AaRNuNMTdFaLaznRARINNNSTLLTNNT e ldiiladnldfinnsfindanissnen vireld ldfandaaeud

ANl

= o [ Y a o n‘d‘ = o = a es Yo £ v a a
7.11. AuarsrsadnmsruulvitsnismiensAwiniduling uasiuuessiloudf)im liiudmsningeiu
nanNNsE TunsaunuInnsAws
| e a a = NaAW @ e a
7.12.M9AANANNEANEANS WaznisiugnasallunstinldiuiunisUfasnismas
7.13. AauvisanmuwInsliiuEnse Application (111 desnieWEtheiufduiusiulssmenunavized

Tfusnsle (patient portals) freaalidays iseiadqelunisdndulaninaaiuganin qunandlunig

°O o a '

miusanw) Tnseenuuuetnadulas uazlafunimeasuudediarnsaldldiunguiniiaonusaus

9
¥ o o o
muzgmmw’lui:mmm 4l

7.14. augandilaevdediuisnisnedsnnsld Application NevAnsanTingiy

7.15.91 W Application neaiudeyasisauna (MeriuninnienisunneiazdeamnienigileedyUfdniugiv

Teamenunavizedliitinas (Patient portal)dnesianiaidnla uazdesaarsanmanaiisnd Jusls

'
=2 '

7.16.4AMNVTRNENW application NauNInaziTenselUSReguAnmsinepNANERINIIT09L ST

q

NN UNNY wazaINngn 1 laeeinaliUss@nsnimdeinnisAum Awviinaaiunianisunne
7.17. Anudnsaizaedilsunsy AaduayuuazaimsAamNnsliRsunnaadeiuaAnsauiAuganN
o 2y A a a 9 o = c o o )
annsntiuninsaadediaalnstiadi il luwiuinnaanisunnel sandunisausunisldaliniugdld

Tulsungs

a A @

8. ABNWULLATLNILNSRINNN ABIPLA UsaARFIAN (Social media) AELUBMINNLABANNLTILA WA
SasanisitldgmsHiin

k7

fayaansaunanansunngiviudawiullnszaauialidnla (Walsh and Volsko, 2008). uax

yaansnenswndanaarldeanmiiduizesiidnladne wiindauseuiiuganimiiesnefiesnay
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PReaNTARLLATIFYUEE9R89RA (Davis et al., 1998; Parker, 2000).

o

a Y v % a -dl dl o dgl v o 1 1 ¥ 1
ADUUTNITTDUIATUATNIN mmﬂi:mummmmﬂmwmmmmmqmﬂwmﬂ anudladne uay

A A

a1 lWURTR nsaztlsziivdndenladnyinauduldmanneiizeld (gsaetned, Medline-Plus's

easy to read section) AnULEN9TALTAUGNN FasWmunAe Iinunzany taasesttlsyang

| v
=) o

nui s dauan uazBnmd@uaqdumeitesndaslumesaride eduilenuazms
sanuuuliitesienudnla daiau aunsadjumls

> oY P Y = o aa o =
ﬂﬂ?ﬁjﬂ@qﬁﬂuLWﬂWqQﬂq?LLWWﬂ 1NL’ﬂqumﬂﬂqﬁiﬁ@fﬂﬂﬂﬂqiuﬂqiﬁ'ﬂ\?ﬂuiiﬂ N179UIRY LL@zVﬂQL@'ﬂﬂIuﬂq?

5nen usisondedayasnsawmaAnaaiuuluuaneatunisdseiuguan lnsesunaifaiunals: Tamd fd

N waznismssaniieelJFnng weiinisseuiinuguninsesd iR undnnisvesnisdeansi

o

dalaunaiusuunesungFuLEnissensandasys

a

o‘d‘ o Yy 1 ¥ dl ' o o Y al dl
NANHNUINUAMHNTAUIATUGZUTNIN bTU N3N ENEELNE nVRATade LL@SN;“JJ‘JJ?SH@‘LI bAND

daa@snaudlannnTy (Campbell et al., 2004). AansNRUANFIUEIL AN iR AR lamnn

AS

P2
X

au Inelin19418m (Delp and Jones, 1996) Y Ea PG Pictograms (Yin et al., 2008) k& Social Media
(Facebook, Twitter) fivinlinns@eansianudaiauninau lnaanuuinissauiiugann ldaraziaaias

14 social media a1l (Kamel-Boulis, 2012).

v
' o

a vy . y 4 o s = = =
ADIULTNITTAUIATUFTININ Tlaipasldus aeanum LLMM@QI‘H'N@ video MRV WIARaUlMLAzIALS

ay a ¥

dusunsdniinene ARdanLardaids 10AAe4 111NN IARZAN LAZAINTDWARS BTN TNLAZIAEN LA

A

ay A v 3 o v (=3 a 17 = =2 ' dl' . . 1 d' dl' 95
HUBLALARUWNRBRLAN ‘V]’ﬂﬂll@ﬂmui‘ﬁil@ﬂﬂﬂﬂiﬂﬂqﬂ UN17ANEI9148 Multimedia VLSJ@’]JJ’]?DVWi@ﬂm@@N@’W

o

NI NFNNAMNILIAUGIN WA RLATNANTILNEN NS (Kandula et al., 2009). #0ULEN199a LAY

v o =3 dl 1 dld Y v o o o = Y o o
zijumwmmmwuniuﬂimumq NANVIHANIDLIANUATNINANNA HNATHAIINTDLIANY e Health ANA

=

sogl Tngaziimnnuainnsnunisdnts dum Useiiiu uazldaauinlauiaindedianmstiamaniuieingm

witToymganaw ldaginsaninsae (Norman and Skinner, 2006).

v '
o a

nﬂl = & -ﬂl :l/ = % ¥ 2 l&' -ﬂl 1 ¥ °
VNRADAINHN LAZKANNNTIWILAZLAEIN mmhmmwmnuwﬂizm'minqmLﬁwmﬂﬂj n7Tian HILLLAN

1 o A dl g’/ ¥ o Y Y o aa o v v = ¥ dl
faAn a1aaz ldieane tnededusasdiulfidfuiifresn muazdmusssusin Inaudazinasldnimn

v 1

wAnsinanuus A NN fasmRewiy arlsznautas Tuauanwusdatldun
1. daenisligaAnsiedunasdndnliifaauanysnd lildldinenmeawnunisldguansdon

1JaPA (Face to Face)

1 '
A A o

8.2. mmfmmmam?m@umﬂﬂmﬁdﬂmmwzgq (i Tuea 3 AR 198 @8 video) 3ANINABNAANNLANIZEN
nannHANseLFiugunWluszAuaia (194 Photo-novellas, nsunianaluginisiu , multimedia

tutorials, podcasts) wald1aan19n13daa1s lunaINanetaInig 1w DVDs, patient portals.
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8.3. Uiy Aemsaeuguine Aldvnismauns Ingldinteiiefidandn state-of-the-art assessment
tools uaztirdeyansazieundurasdileeviedfininisundfudy Welfulladdesindnmansa
guiunnauluisiaznguidinuie

8.4. ietasilefazdaelinmaimunliinasanadnlaneasian visade Online i

8.4.1. wisailelunsin iR Rardaiauuaz sy ananm (CMS, 2011);
8.4.2. ANNIDLFANUALNIN Onlie 11 wumslumsdauvdeaanuuniitelsinesield Web site mng

AUNTN(HHS, 2010);

q

8.4.3. nanfedayaansaunANINgININ (Health IT) d1uiullszanguniannusaufinugauningeau

AR 1 wneEuiuiWmwniTete malulagideyaansaumasiuganiw (Eichner and

a

Dullabh, 2007);

'
a a

8.4.4. NMINBUN RO RINNWNH 52 ANBN N Sneuasdniaudmsug

-ﬂld Yy o
TUNHANMHTAUIATURTNINTEAL

anfim (NCI, 2003)

]
a

8.5. lAANVTANANAN

o

8.5.1. AdnniszasAndnian
1

o

8.5.2. Idn1wwinlyl lafldn1wniuenwizngy (no jargon);

8.5.3. anfadsvimunantdliunnniuld Tdnu 2-3 Uszidunan
8.5.4. ldnwilsznaundrasanisdnla

8.5.5. 1lszlemdu waz@eulugil Active Voice (Usa71 nen nesw) unu Passive Voice(nN9sugn

¥ o

8.5.6. Aany EalatuAnaNdaLa (Nsain Iaeian nlazidss)

al a

o Y v

8.5.7. NMemaLLULAaLNNAN dasiidesiineudnlineiy dae e lidunnleAudmey imezd

a

sruliFasman anaaznauludan linsaiuaainasals

¥

8.5.8. fayaansawmnanyg seaneuliidudas| (manageable chunks) wazyinipTasmENaLENUAAL

v
¥ o 1 o o o o

DR NITALAY FINDITAA AU T ADAARDIANNA AU BUNAS

3R

8.5.9. fayasnsawmalinsdesidausaldnisauen TunsainlianunsonanidessesldnisAuam
v aa o Y o
FevsziAonisAu s lidaiay
dl 1 o ' o v o 2’/ o ¥
8.5.10. Aeansateiniaudtazinerls uarlinvusduneunisnszyineanuiiude o

8.6. vnlidanisasusing - Andex Tngldnwialufiynaudila

' '
A A

8.7. MmanudnAtyiunszusunisulanisluntananded ld ldnneviasiu saesnadu

8.7.1. Ipuwlansiniunisausy 2 au Fadudivesnimaeanguiivanafldnisiiu wazidila

o v dl v g:
IPNUTTITNUB QW\W] WA 189N #11I
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8.7.2. USUANLANFNNIBIALLL AN 1289719 2 AL

2

8.7.3. lnamumaunisudanilaggndaondiunyiiennduidnvenisii uarliuquinean
ATNUANGINNAY

8.7.4. nagavaddn lanunguiusnenazindesiull 14

'
=

TN I = o = = vy , o = |
8.8. ’J’]‘*]'NW‘A‘@I‘I]'LQIF’W@ﬁﬂ?i")llﬂ\‘]‘i’l‘]_ﬁﬂ‘]ﬂ’mL°]]£I’J°ﬁ’mn.,|L?@Qﬂ%’]N?’ﬂUgm’]u@:ﬂﬂ’]W Tudaananninisnanaa il

8.9. inguulunnefiazldde sontanguindiaoinsauimugunimszauanin dnsnddausanluniseanuuy

v
k%

% A A a &£
LL'Z‘]Z‘V]ﬂ@'ﬂl]ﬂ')qllL?IWEL’EIﬂﬂQ@'ﬂV]VLﬂN@WﬁIu

s

8.10. nagavANidnlalunssuideaasnguinuung sutenguiianusaufiuguninanns neunaze

o

dewaniullse®@e Online 1138 social media

9. AAMSIERIANNTAUFATUFUNINIUADIUNTAINHANNFLFI FanTaNsaualuTiAIwsa
YRINTFLENTS (ITUNITABFAD UTANITINNUHNUITUUILNDUNALLNU) WASNITRAFITAIUNIS LT e
\aannisdeansluanuLisnisseuiinuguamAliesanadeiunslURNIWAR (Best

Practice) an1unnsniisanssndulanianuidegs viado9saase1ean1sLsnig (nsdsie via n1s

12

amhgainlsanenunaive liugnt) fesuwdladngileaaiuisodnlaiiennaeanseteinuds an

o A o = | e a o Ao = o § va o
Fatepe wilideuansaudugeanlunsiifin nsUsusanduneniAnaniniazyinliiindunsne
Aunn Ingennzin i lausmseanesnagnsias nsliisnenluninzqainawesdin vianisgualutdassesse

wiu nsamegiagannissnenunanauiiny anuusnissaufAnugunnseeed

1 anunsnflanazsie
Iumsgugeitenszuaunisiianulunisdnesduniuisnig e bituladiazlitymainnisdesnsy
NANANA
oywifiatesaa nsraanudueenlunisinm gendaiesdanisanamuaaegduniuninig uwuiag

1 v Y Vo a Yo VY dl o dl o A [ o 1 o 1

sauruliiuusnisldfudeyaniduls Tamiuazaui@esainnisinevizenisininanissing. ansaetng
= . = WMoY WMy v o e 1 - ° | o

natiaes Toni Cordell Telaflagnuuazldlfmdnlanssnnaesunne dunndazyinnsinfaungniasisessn
(Cordell, 2007). The National Quality Forum #1isT98n15MFan91 teach-back ludasreansramaudue ey

a

nmafnudniludaniasadugegaiveiiasiunis@eansiiiananna (Teach back Aa N3N linssnEasule
dl 1 Y Yo a :’/ Y Yo a v 1 % AI dl v a a
(3093199 WFULENe AanduuenWiEiuLEng wamuaudlaresnudn dhlalugenglitsnsesuns
wnaeals)
y 4 . . v e de o o d y
n19AeansluiTeInIsuLlsyniuanetnagnaes Aluladend1Anyluizes ANARIALARELNIGEN
(medicine errors (IOM, 2006)) #n1sAnsIWLSN HiNeadasas 50 aaesfiaainiundnlaneaiunis

Furlsznuentlesiunisudesinraadan (Schillinger et al., 2005). WAXNGNNNANIALFAUAIN NN TRAL

Hlananazifiatfoyuiunnda (Persell et al., 2007), Ingldanunsonazidnladananuluaainannaauli
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ftlogl (Wolf et al., 2011), sauiivdasydslunislden (Davis et al., 2006), uazAsnssutlsznurizaisuisen
(Lindquist et al. 2012). 81 video Baiilunindseneuidaadnundaslunssuqunisasunedsnisigen ay
FANNTRAAANNAANAIAAINA3 LA (Machtinger et al., 2007; Wolf et al., 2011; Yin et al., 2008). 40 14L3N17
Yy U v o o o o 1 v dl v a o %
saufinuganinsedliaaudrdnylunisiiszuusinaiannld e liinaadudasnsdalunigldan

» L a o N oA < oo o 4 o 2 em
mimmﬂummﬂqmiumfazzgmmw@mmnLﬁu@m?@\muwmmy mmeummnumiﬂgummuh

o '

srarAINann saNdeanssnuuLLszAntszanniuanudnlaresdiliauazasauniadudandAnysiang

o

1
o Y

wensafadlsn winisdndulaludsssazgainaaesiinaziiuFesianududou uazandusedlasunig

doevdnlunisindula nsAnwmudn anliuilavsedsadnqpmnedananisaesssazgaineesdin

o

aensfauetnels Ineannz lunguiifirausauifuganmiiania ansnanadldlnanisligialefiesune
anunisallidnlalgastnedaanunniy (Volandes et al., 2010). FaAN Tl AUSTIN ANLIEE NNIRNEN
Huasianisninuuaqananelatanieesdinlusyazqgaineaasdan (Volandes et al., 2008a; Volandes et al.,
2008b).

fawiiladngaasassetaanisineg i dantsanviiggtagainisanenuiandutinu uaznisannig
n&LLNENEAEN (Re admission) Lﬂuﬂixlﬁuﬁﬂﬂm'slumﬁmu“h‘lmxﬁumﬁ (Partnership for Patients Health

literate health care organizations: ). AYIN&1L5928IN1FAANITNALNI TN AR 0e Hes1Aung

'S

vy = = 3 . [ r's (9%
HNTANIBLIATUGININ HNN9ANEILLIL randomized controlled trial TneldnagniANsaLAUgININ

auNInanNNINALN NN anasa g laFasas 30 (Jack et al., 2009). avAtsznavtiaalunnidnm Ly

k7 1

At e

'
- v v a

D = o v ) o o A o P £ o
9.1. LNTADIUNITTLALN LL@%V'B’H@‘W‘QWLﬂuﬁ]@\ﬂﬂ]ﬁﬂ]’]Nﬁ‘zNﬁ?zQQV?ﬂW?Wﬁ’]nTVIN'}ﬂ"HH sLuﬂ']?'J'NLLNLL LASUN

] '
=

wegnsUP IR e Wiulatannsfeanshidse@nsnan Inenisaifiunisdsznaudae

9.1.1. atuayuimusIINesAnsNraaNEngaNangFuLInig e liidunisliaudueeuni
AmvnNg waziulsylamifediuunig .

9.1.2. UsulgaligFuisnisdnlaiiewn lunuunasunisae amnudugen wazdnisudaunsau
o o ﬂ.ldl 16 ¥ v QI
& miugnlildniwariestiu

9.1.3. nezuaunslunisliidugen diilpanandusdesiasulaniwfidesld ddiunsnisaulyl

g = ' 2 ¥ 1 Yo a 3 d” e o0 a

aan fesiauguliis uazmssageuuiladnduisnisdilasem luuuuresumauseuing
nsonuuazlfianedunamuaudnlanessuddnladnedsls wanasesnmiinanisvzanis
o v aca J o Ly o/ 1 o =3 o =
fnendaedaniasine uaraandsdsrlamiannnisinwdiesls anudnialunisineilanis
wirls uazerlsrerninidasnenaasiinauls uaziva iiiaransiula nsvuauniszenNEusen

e

esUfjiifnnszideutfiiR (AHRQ, 2009; Fleischer et al., 2009; NQF, 2005)
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9.1.4. Meresiados 1w naadldendn, Card 438 chart lun1sl9e., waziATa9Ne lLN12AIUIIILNA
84810 LI ULATEN T 81TBLA R LU TE NI UL AN NTLNALA LA INNLA (DeWalt et al., 2012;

Yin et al., 2010).

o o

9.1.5. #5199l WisunEnisTioandu nslimanudrdnydunisligiasihennsudsenuynata

o

santvenayulng vTaRnNEWs fsudszmutszanundan TneTlnaaBunadn Sulseniuen
wiazatinatnsls awawinle fudsemunnuiuriile uasinludsdasiulsynu

9.1.6. aaneuuuiiugihadugudnans uazaenndesiuAuizinzes U.S. Pharmacopeia (U.S.
Pharmacopeial Con-vention, 2011).

9.1.7. Wnidladeilessuuiudiaauazyn lnsiaduladgmiunissnelugageavineses

aa
g7l
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V-HLO, International OHL-Hos ,0Org-HLR Framework

1. AINNMTANENASENLGT Health Literacy 1WuuwinAnEedusinsg (relational concept) (Kwan et al. 20086,

Parker 2009, Rudd & Anderson 2006). #neifis 111#uaq Health Literacy sasusiazuuuduysnl (Absolute)

winasUULANANSAuanIuNInd (demand and complexity of situation) $12158LYARRTANHARENS

Fdlauazifnnianszingo Tutlaqiiulfeenivasninderasesdfaniusssundnsanssousdauynng

LL@:mwﬁu%ﬂmma:ummmw (Brach et al. 2012, DeWalt et al. 2013, Kickbusch et al. 2013, Koh et al.

2013). Ineifl Term 7 dal (Megetto et al. 2017, Farmanova et al. 2018)

1.1. Health literate healthcare organizations” (HLHCO) (Brach et al. 2012), &1 “A health literate
healthcare organization AeasAnafasinlsidfidaudaudamnng (lae/and/ yaansesesdng

v a

fusmsuavilszanau) 1t dhla dssidu uazlddeyaasaumanaaiulsavzeganin ladieau uay
= o P , e @, o oA a o a

WeNNTATR AN LA ugIN NdUL ARs TR dulAdawdy ez iliuiassingula
o a ' aa o o o dl o o LAl o a ' o o Y a
atiunizsineluadndssandulundungsdiunisineneunaghasuiateusaniudug Wisnns
WL co-proudction) N1atfadriulsn uazn1aduaIngunIn ies13a3NEYTeENIZAUGLN AR AT
e 4§ 9 a a - \ = o ¥ o o
n e linisussquulAndsesAsanet1dussiwaziANEREW HLHCO fagtinannisuay
LATRINBTBINILTUNTAMNIN NNFLTUNINTIALUULAY UAZNNIAUATHATN N UATNIRNANITOUS
nzaedeeAns (Tassadeanugiu uasninans) welieernsiiaausaufinuguninunnas (Pelikan
2017)

1.2. Health literacy friendly settings” : Kickbusch et al. 2013),

1.3. Organizational health literacy” (OHL) (Dietscher & Pelikan 2015)

1.4. Organizational health literacy responsiveness” (Org-HLR) (Trezona et al. 2017). #&1nd Health
Literacy Responsiveness UNNED “ N1IVALATENLIENNT UHUNW/AANITN Lmzﬁ’fagmmmumﬂ ﬁ

¥ K] A v o % 1 ' = ¥
AN DINNTeA AN NN LABENUINTTIEN AIN1INAUBIAYINABINITUALAIINTLTBYNAL
¥ IS o 5% tdl ' o s A = i

wAzilszAUAYINIBLIAURININANAINUANELANG WU LazatiuayuyAAaviTe T lunIsid
Tunsindulanaaiuganinuwazauguaune (Well being) I9azdnisalataanisaiayunisu
TAUFITHUATNNIUNEIANT FanTivsruuatiuayy wlaune uwilfuR wasninensyanaind
13@NBNN “ (Trezona et al. 2017, p. 9)

o a o

2. anudlassnana@in innnsanssuga Wnade wavgmuuauloungliauauuzdtaniudeali

]

'
a g

ANAATYALILULNAINARANHNIDLTANUALN LR 728U (Brach 2017, Trezona et al. 2017, 2018,
Pelikan 2019). Tnsan uiisnisqannsadldniswmuiesdng Mdifamiu?mimil,ﬂaﬁw,t,ﬂmLﬁﬂﬂi"uﬂ@a
vy - = = 1Y) = = o ¥ .
ANNIBLSAUATNINTDIDIANT TA N0 FaN A uaINUa el A msneLReai ldun Health literate
1
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Healthcare organization (HLHCO) Health literacy Friedly setting,Organizational Health Literacy (OHL)
Organization Health Literacy Responsiveness (Org-HLR)

3. miLﬂ?:'ﬂuHuummﬂixﬁTummmLﬂmzrﬁ“umm’m ATUZYINNUTEN Institute of Medicine of the National
Academies 1 USA aslafiana “ten attributes of health literate healthcare organizations * ey lszuy

o Y !

u’?mmmmw%m@u $efanis MNeTeImNeLTnIg (navigate) $nesan1sinAansdn lauazAndulatagld
Foyamsaumanlisuien TauagINIWI8IRY (Brach et al. 2012). eldfimawaniesasiiesneuinung
iles0951 Wetlfusyunmeslsamenunalsfiduliansd 10 Attributes of HLHCO fnvun Tneeiesiiousnd]
WAUNAD “Comprehensive self-assessment tool for hospitals” %aﬁ’mmLmemamfmuLﬁﬂwmm"'i*"aqﬁﬂ
Tl 2014/2015 TneduWmLITes Vienna/Austria (Dietscher et al. 2015, 2017, Dietscher & Pelikan 2016,
Pelikan & Dietscher 2015, Pelikan 2019). 1#un The Vienna WHO Collaborating Centre for Health
Promotion in Hospitals and Healthcare (WHO-CC-HPH) Tngitlszdnuaanssaaiiarius Austrian Network of
Health Promoting Hospitals and Healthcare Institutions (ONGKG) Wawannuazinll diinge Taeld
Vienna Concept of Health-Literate Hospitals and Healthcare Organizations* (V-HLO) wasuuULseiiy
ALY (Self Assessment Tool) V-HLO 1@ lfuuafAn Health Literacy mailenuaed HLS-EU consortium
(Sorensen et al 2012). yinliiugtlassnres OHL mnﬁu‘tmﬂL%u‘llmr'fm:uu'ﬁ"ﬂﬂw@mmw Tagl
International Society for Quality in Healthcare (2007) {ugiuuaninsgiy. g V-HLO linsauuuipnzes
HLHCO uanfuminluuwuafnues Health promotion Taeianiznnsld Setting Approach WReuALNTWAIL

Health Promoting Hospitals %138 HPH (Pelikan et al 2005). UNUNRTUAASUAAZINENTUDY Attribute Wal I

Matrix Model 71379 domain x Stakeholder (Ine stakeholder Tldarmnzilag ustunnasanis filaauas

|
o

IR YARINT meqmﬂu'ﬁuﬁmam@m@mmuﬁmi ) 1m3l Domain tlalldiannzides Healthcare
(muﬁ"'m nauinie nadWn e waznievina luannuidnisganaw) useaneanisidnde Domain ng
flaafiulsn (Disease Prevention) WaxnsdaLa3uAIAM (Health promotion) LHasannniati OHL lald
'ﬁﬁl,ﬂuﬁmﬁmil,ﬂﬁﬂuuﬂmLLmﬂﬁu“T?lmeﬂixmumiv‘hwummmﬁrm? (Organization practice and
processes) AuAmLI24 Vienna agla ld Model 294 (Total) Quality Improvement L&z models N19LTUNT
nnalasuulag (Change Management) %38 Model NsWRUNB9FANT ez SR e IRy
NIMIFIULRY V-HLO sznausae 9 standards ,22 sub-standards and 160 indicators tnaiiwualiluuuy
1sellumLeY (self-assessment tool) TR %'\1m’%‘lﬂﬁffmmu’ng%mﬁ@uﬁUﬁlﬁ"Lu USA Tng

1119 e9l1 9 Teamenunalu Austria (Dietscher & Pelikan 2017). 1184270 48877/ 2849 10 Attributes of

HLHOs 983 IOM A8 4anLHaN1aIN Individual Health Literacy research a3il Clinical bias ua
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Stakeholder Aaudnsanrn (dawlvnjAagilae) uay funtion dawlugAanisinmdilag T HLHCO nnswmiwn

V-HLO Watfladaaninues 10 Attrobute Iag W msnelu Vienna concepts

3.1

3.2.

3.3.

3.4.

Core concepts 1939 Healht Literacy A8 Health promotion LAY re oriented health services An Uszifu

o

éAtynazyinliifinAninIwaas Health promotion (nanal3lu Ottawa charter)

<

1A Health Literacy TuT9a9AzIN (Comprehensive)

1TNNg HL L‘ﬁ"]blﬂ'lquﬁﬂ’mm{’nm Comprehensuve setting approach 484 Health Promoting

Hospital

i liRBnsa liiiaamun ni A aluglassdu. (Making more explicite use of quality method)

Eognitive map of the Vienna-HLO study based on whole
systems approach of strategies of HPH_ ..

HL of Stakeholder groups

structures &

HL for A) Patients B) Staff C) Community processes -
capacities for
implementation

1) Access to, & Al) HL for living  B1) HL for C1) HL for Di) Leadership &

living & working & navigating navigating & navigating & capacity

in the hospital working access building for

2) Diagnosis, A2) HL for co- B2) HL for health C2) HL for co- mplementung

treatment & care producing literate patient production of

health communication  continuous & Dii) Monitoring
integrated care of HL of

3) Disease A3) HL for B3) HL for C3) HL for structures &

management &  disease disease disease processes

prevention management & management& management &
prevention prevention prevention Diii) Advocacy &

4) Healthy Ad) HL for B4) HL for C4) HL for networking for

lifestyle healthy lifestyle  healthy lifestyle  healthy lifestyle  HL

development development development development
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Gesundheit Osterreich

Gmbt

Self-assessment tool following the Vienna-HLO model

situations

Standard 6: Promote

Standard 7: Promote

Organizational
structures &
Patients Staff Community =2
processes - capacities
tation
Standard 4: Navigation assistance
Domainl: 4.1 Barrierfree via webzite and teleph
Access to, living & 4.2 Provizion of inf ion rel for arrival and hozpital stay Standard 1:
working in the 4.3 Availability of support at main Management policy
el 4.4 Clear and easy-to-und d navig m Sy
Ep—— 4.5 Free availability of health inf: for p and visitors and organizational
2 structures
Stal_tdard 5:HLin R
patient rezponzibility
communication Standard 3: Develop 1.2 Quality azzurance of HL
. 5.1 in zpoken HL skills of staff for
D—— communication patient
I::grr:sls. treatment |52 in written CosmEniCEtine Standard 8: ) Stan_d.atd 2
“53"';"'"“""";"“"* 3.1 for all situations that Contnb‘ute to HL in Participative
iatorz and interp , the region development of
5.4 alzo in high-rizk 8.1: promation of

D_c;:!:en * HL of patients and HL of staff
management & relatives 7.1 for the seif-management Standard 9:
prevention 6.1 for disemse-specific self- | of occupational health and Dissemination and
management safety risks further development
< Standard 8: 9.1 support of the
Standard 6: Promote = 2 ; AT
Dommaled: HL of patients and Standard 7: Promote Contnb.ule to HL in dizsemination and further
Healthy lifestyle Calaiions HL of staff HL e—— o wopes e
development :f* f: he.:ny lifestyle 7.2 for healthy lifestyles ey m"’?’:‘; e' =L e
pme: possibility

materials and services
2.1 Participation of patients
2.2 Participation of staff

i 2016 The international Network of Health Promoting Hospitals and Health Services (HPH) S

Pelikan HLH HARC 14-10-201

6

¥
o

International Working Group on Health Promoting Hospitals and Health Literate Healthcare Organizations

(HPH & HLO)*. Taelanuusnaas Working group rfom@'m'F‘mmiﬂ@zqnm’umuﬂmmmmLﬂmﬁu‘lﬁ’mmmu

AuuTunzeduiaziui TnseguuiugIuuuAnges “vienna Concept of a Health Literate Healthcare

Organization (V-HLO)” #in3de1a1n 11 Usemelaun Austria, Australia, Belgium, Canada, Denmark,

Germany, Israel, Italy, Norway, Switzerland and Taiwan Iavinausaniu Tnelfiaiaes HPH international

conferences #aNiUNNIUsEgNRNUNN virtual meetings. Heasruldia V-HLO anniwiassiuiuy

ndange antdunwliaea (Henrard et al. 2019), 8A73 uazauusuaisu udainlldinsadly

wsunesdszinasine luinenga Anzyinamldnmmdi international version 184 self assessment tool

Tneldwuguaes V-HLO uazti 1y Healthcare Miset3unii Gefinsiiusisean Standard , Sub-

standard Wa¥ Indicators 1agl internation version Tusitsynausag 8 standard (ANH 9 USLIMAS 8

standaard Tmﬂgamfmﬁi Sub-standard 8.1 WAxLEfU standard 6 LAT1TUINIT sub-standard 8.2 Wag

standard 9 1A W lulwl stand Tnsdidlu Standard 1 8) mel 8 standard vl azilsznavisag 23 sub-

standard , 156 Indicators Fatesasila lanmunludlfinauslunlsequ 27" International HPH

conference in Warsaw May 31% 2019, uazlinsununiazulauas Validate lutlszmesinesialy
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Table 1: Positioning of the 8 standards and 23 sub-standards of the International Self-Assessment

Tool for Organizational Health Literacy (Responsiveness) of Hospitals (OHL-Hos).

Organizational
7"':‘“""" Patients Staff Community structures &
Domains processes
Domain 1
Access to, living Standard 4:
& working in Provide and support easy navigation and access to Standard 1:
the documents materials and services.
N Implement
organization
organizational
et 5: Standard 3 health litera
4 i
Domai ATy ERR Enable and train i -
; main .2 literacy best- best-practices
:)rnag::s:.& practices in all staff foarn ;:’ersonal across all
eatme
R M organizational St 8: structures and
communication E :“h . Contribute to HL | Processes of the
R 2 e eracy. S
with patients. ¥ in the region by organization.
Standard 6: Standard 7: dissemination and
Promote personal | Promote personal development of
"R health literacy of | health literacy of HL
Disease . -
patients and staff with regard
management & 2 K Standard 2:
N relatives beyond to occupational
prevention
discharge. risks and personal Develop
lifestyles. documents,
d . materials and
oot 7 Standard 8: E :
Standard 6: Promote personal PR services with
Domain 4: Promote HL of health literacy of S stakeholders in a
Healthy lifestyle patients and staff with regard peisonal and participatory
development i to occupatio!
. e - occupational organizational P———
risks and personal ) )
) health literacy in
lifestyles. %
the region.

dumaulunislsyiiunuies Ussnaunis Ussnaunas 7 steps et

o

5.1. mﬂé’i”umwmﬂmnQ’u?mimifmmu(ixﬁutﬂw/i:ﬁumﬂrm) LAZNIINIMUATALLLATRIN1TL TN

v
o I3

(sLAUNNE/MIBIANT)

5.2. giswmmisausesseumingiszaiununansluGenislsyidunuies

2= a o a - = o a o v 1 v oa v a
5.3. LL[EN[;*NVIN'ﬂﬁ?zLNu RAIUIUNMNHNICANAD 5-10 AU BINV’]Q?ﬂﬁ‘zﬂ@UWQEQVIQ?j’]mWiﬂLLﬂ HUTUNT HUTUNT

FTULAMNN HFLRATELNUAUATUALN W TURBUNTHENILAAR Winel NeNLA AVRTIENELN

]
a g

1 = a ! o v o v k4 a U
mmmmn’n'lw,munmm BIANTANTUN TANLI HFTIANIT ﬁlQLLﬂuﬁiﬂQﬂ/aﬂfy\?/ﬂ@‘N Self help group

5.4. nmatsuiiuaesusiazyans Tnavinaoudnlanuulssifliuauies uazvinnisdssifiunuasuaninivug

dl dl v dd‘ a ¥ ¥ o v a o -:ll v a =3
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5.6. Mnstlszidulaangy Ineszguinilsaiiv Geldantlsyanns 3 99T uazsesd modulator e
PaLANNLsTgH tBENAIN indicators inguiiinmdeuyitnew a1ntiuially indicators NHAYINWIL
4.
numnFinari

5.7. NilsyunguAnsiiazif Strength & Weakness aniunimuaunasnisuaziliulgslagld PDCA

Standard of V-HLO

wiseNaNssouresAns ludulnsaaf1eiiugiu uazninenslunisaniiunig Health literacy 12489AN3
o a dl a Y Vo a a g !
Wamuazdsziluge uazuinig Inaligfuuinnsiidausn

A o LA = a =
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o QI v dgl = 1 o 24 | Yo a v Y o a v ] a
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o vy | v o a y Ao o ' = [ .
WaUIANIRLIA U N NAULAaTes e uarineadaendn Aty lunnsizaud (Learning offer)
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o . da dY 4 -
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o

uwilrulszaunisal uaziiudostenadmiuguruluEesaNsauif LW

Self Assessment tools (9 Standard ,22 Sub-standard ,160 Indicators)
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o do o y
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International Self Assessment Tool OHL-hos (8 standard ,23 sub-standard ,156 Indicators)
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1. International Working Group Health Promoting Hospitals and Health Literate Healthcare Organizations
(Working Group HPH & HLO) (2019). International Self-Assessment Tool Organizational Health Literacy
(Responsiveness) for Hospitals - SAT-OHL-Hos-v1.0-EN international. Vienna: WHO Collaborating Centre

for Health Promotion in Hospitals and Healthcare (CC-HPH).
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Organizational Health Literacy: Quality Improvement Measures with Expert Consensus
FLULLENN94INMHANTUFRU Health care organizations axn3nanANdUTauedszuLLNe L
dilaevisedfuusnisiresianaudnla Tnanisilfulgeantsdeansszuanegd Wuas3unEnig dsnalidilasidousan
waTyNRUALLNWNN S ¥ IUaTAINsdANLgEN W TeRWET LA N1RIN9EIA HLHCO van 143

wanuane annisan laald Expert concensus lu Australia agilaAadl

1. Conceptual Framework 483 HLHCO

Organizational Health Literacy (OHL)

Organizational Structure, Policy, & Leadership

Organization leadership demonstrates commitment to
developing a culture dedicated to improving OHL and
implements structures and policies aimed at improving
communication and supporting patient navigation,
engagement, and self-management.

Patient Engagement &

Communication

Ease of Navigation

Self-Management Support

Organization implements
strategies to improve written,
spoken, and other forms of
communication with patients
and families, including
strategies for effective cross-
cultural communication.

Organization implements
strategies to ensure patients
and families can navigate the
organization’s physical
environment as well as the
health care system, both
within and across
organizations (e.g., transitions
from one level of care to
another, referrals within and
outside the organization).

Organization implements
patient-centered and
culturally sensitive strategies
to support self-management
and to connect patients and
families to community
resources that can enhance
self-care capacity.

Figure 1. Conceptual framework of organizational health literacy.

2. inoflunisdszdivlaun
2.1. Usefulness: flunnsnisniidszlamd lunisi lldlunsfianudndnisdsudsaduannan Ined
dl o Yy o
WuseieENITALANINIDLFANUATN INURIBIANT
. = v v = \ L .
2.2. Meaningfulness : Nmmﬂmﬂu@’mmwmD_jmmuimmumtl (e.g., patients, clinicians, administrators)
2.3. Face validity: The measure appears to capture the construct it is designed to assess
2.4. Feasibility: .lunnmsnisnansnsaaunsiagaldatragnaesuasiunatneldfadsnavisesunu
lunnsundasya

o

3. NIMINN9N Expert concensus & 22 11ATNNTAGH
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TABLE 3.
Domains and Themes Addressed by Consensus Organizational Health Literacy
Quality Improvement Measures
Organizational Health Literacy Domain and Measurement Theme Number of Consensus Measures (%)
Organizational Structure, Policy, & Leadership 4(18%)
Leadership support for organizational health literacy activities 1 (5%)
Staffing and structures to enhance patient and family engagement 1(5%)
Structured methods for encouraging patient and family engagement 2 (9%)
Communication 6 (27%)
Serving patients with limited English proficiency 3 (14%)
Using the Teach-Back method to ensure patient comprehension 2(9%)
Medication review to improve accuracy and patient understanding 1(5%)
Ease of Navigation 2 (9%)
Simplifying the process of scheduling appointments 1(5%)
Ensuring referral completion 1(5%)
Patient Engagement & Self-Management Support 7 (32%)
Improving access to patient education 1 (5%)
Addressing patients’nonmedical needs 2(9%)
Setting self-management goals 1(4%)
Self-management support before, during, and after an inpatient stay 3(14%)
Measures that cut across domains 3(14%)
Note. *Because of rounding error, percentages related to each measurement theme may not sum to the total percentage of measures within a given domain.

4. HARINANMNANNIATBININGING N1ININLTT NIRINITIARNARBNITINNANINW (Quality Improvement) Ay

M iagrnsganNnaNazaanu1mIN1NAUNNN 1T

LBNANTAN9BY

1. Angela G. Brega, Mika K. Hamer,Karen Albright,Cindy Brach,Debra Saliba, Dana Abbey, R. Mark Gritz.
Organizational Health Literacy: Quality Improvement Measures with Expert Consensus . HLRP: Health

Literacy Research and Practice « Vol. 3, No. 2, 2019.
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Development of the organisational health literacy responsiveness (Org-HLR) framework in

collaboration with health and social services professionals.

1. The Org-HLR Framework 1l52nau 7 Domains , 24 sub-domains, (Fig. 3). domain 1, the External policy
and funding environment agjuanaaiduily Lﬁmmn@fgu@ﬂmﬁ@m@muqmm@m’m usl Domain Heiewi
indlanensuensanieiauasdenlunisaiuayuduniafu Tavsnaseausnuzuaznsrinuaesesdns
uaziflutaseidn TFANNIARLIAUBNTAIANANT (organisational responsiveness)

2. ludu109 6 domain ﬁmﬁﬂﬁﬂﬁ_ui‘luﬂi@u@uﬂ: fia Aanesrneailugesdiile linnmeuauasaudainis

Tufupnnseufinugunnesnalitss@nsnn Tneia 6 domain SlAnudwTugiiu Asanidulennsiaiugn

domain

3. fRdaulidawds (ana ATaLATU uATNTY) Avatnseiy TaduguinatseinisnaLaues

1. extema policy & funding environment

- Financial manogement
- Leadership & commitment
- HL is an orgonisational priority
- Equity & diversity focused

2. - Consumer-centred philosophy
Leadership

& Culture

3.

Recruitment — 7 Svstems,
Supportive working environments —
Proctice tools & resources — Workforce Processes &

Ongoing professional development Policies

- Data collection & needs identification
- Performance monitoring & evaluation
- Service & quality imp.

- Communication systems & processes
- Internal policies & procedures

4.

Access to
Services &
Programs

Ce jon principles - 6
Health information provision —

Use of media & technology ~

Health education progroms -

Communication

Practices &
Standards

- Service environment
- Initial entry & ongoing access
- Outreach services

5.
Community

Engagement
C & poar fon — &
with other i - Partnership:

Fig. 3 The Organisational Health Literacy Responsiveness (Org-HLR) Framework

\ J

LBNA1IRN9BY

1. Anita Trezona , Sarity Dodson,Richard H Osborne. Development of the organisational health literacy
responsiveness (Org-HLR) framework in collaboration with health and social services professionals. I.

BMC Health Services Research (2017) 17:513.
|
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NMTARNUIN

International Self-Assessment Tool Organizational
Health Literacy (Responsiveness) of Hospitals

(HLO-Hos)
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