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North Shore-LIJ Health System

• 15 Hospitals / 4 Tertiary, 8 Community, Children, Psych

• More than 42,000 employees – the largest employer on  
Long Island, 9th largest in NYC, 2nd largest secular health 
system in U.S. 

• Service area of 7 million people (across Long Island, 
Manhattan, Queens & Staten Island)

• Recipient of the National Quality Forum’s                          
2010 National Quality Healthcare Award

• Hofstra North-Shore-LIJ School of Medicine - June 2010

2010 
Operating Statistics*:

• More than 7,500 physicians*

• More than 10,000 nurses*

• More than 3,200 volunteers

• More than 5,600 hospital and 
long-term care beds*

• 25,100 babies delivered

• 278,000 inpatients treated

• 135,500 ambulatory     
surgeries performed

• 616,000 emergency visits

• 825,000 home health visits

•Does not include affiliate organizations
*Preliminary statistics-March 2010
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Service Area Demographics

Queens is one of the most ethnically diverse regions in the 
world, populated by residents who represent more than 100 

nationalities and speak more than 170 languages1.

Source: 1NYS Office of the State Comptroller; Thomson Reuters 2009 
Race/Ethnicity Demographics
Report prepared by North Shore-LIJ Health System Office of Strategic Planning 
and Program Development/jic



Patient & Family Education Committee

• Background on committee
• Cyclical in nature 
• “New” patient & family education committee
• Selecting committee members:

– Roles and responsibilities
– “Special” to belong
– We had fun!



Patient & Family Education Committee

• The “Working Committee Meeting”:
– What is it ? 

• Every other meeting, scheduled in advance
• Empowered and “gave permission”
• Worked on projects for their unit or dept. 
• “Train-the-trainer”



Patient & Family Education Committee

• Lay Committee Members: 
– Defined the role of the lay members early on
– Volunteers from our Auxiliary Dept.

• Already vetted
• Confidentiality and HIPAA
• Review approved health information & comment
• Bring back to next meeting and discuss
• Feedback was very important



Written Material Development
• Developed a process and accountability.

– identification of need 
– pt ed committee notified – assess if exists 
– primary writer or content expert – lead

• determines the audience
• how the material will be used

– initial draft is written in a word document



Patient & Family Education Committee
– review and editing process goes back and forth until 

a “final draft” has been written
– review done for other “tenets” of health literacy 

(white space, font size, text justification, graphics, 
cultural appropriateness, etc.)

– upon completion of the “final draft”, readability 
statistics done 

– formatted “final draft” is sent back to the primary 
author or content expert with the signature form



Patient & Family Education Committee
- signatures: primary author/content expert, MD, 

quality management, other experts also review 
and sign off when indicated

- lay review: sign off - comments to                
the pt ed committee 

- final document is then reviewed by two 
independent committee members

- posted on intranet  - a “new” symbol highlights  
for 3-5 days  



Patient & Family Education Committee



Patient & Family Education Committee
• Health Literacy & Clear Communication Workshop

– Must attend within 1st year of membership
– Workshop: 

• Overview of health literacy & low health literacy
• Demographic – populations served  
• Oral communication – teach-back, practice with exercises
• Written communication – practice development and reviewing 

materials
• Environmental literacy – access and navigation
• Show video clips 



Interactive Activity 
• Teach Your Neighbor Exercise

– Educate about adult learning principles

• 7 Adult Learning Principles (1980)
– Malcolm Knowles, professor & theorist
– Guide of teaching techniques for adult learners
– Understanding how adults learn best is a part of  

being an effective teacher

4:20



Health Literacy Visiting Professorship  
• Organizational Priority 

– 3-day professorship 
– Walking tour – assess health literacy environment 
– Presentations:

• Administrators – business case, quality, patient safety, 
patient outcomes, patient satisfaction

• Staff – our patients, can’t tell by looking, teach-back and 
show-me

• Community – enhance your pt-provider visit



Administrators Focus: Business Case
Improved Health Literacy will: 
• Strengthen our mission
• Enhance patient and family-centered care
• Support patient decision-making
• Enhance patient satisfaction
• Help reduce avoidable health care costs
• Enhance patient safety and improve quality of care
• Result in better health outcomes
• Decrease health care inequities
• Improved quality of life  



Staff Focus: 
• “Can’t tell by looking”
• Teach-Back and Show-me 
• Encourage questions-

– “What questions do you have?”
• Time to listen, dignity and respect 
• Stigma and shame

Video Clip

http://www.youtube.com/watch?v=XjkCl3-PId8�


Community Focus:

• Patient role:
– prepare for visit, write questions down
– Allow time to complete forms
– Ask for help with forms
– “Ask Me 3™”
– “partnership” – “guest”
– empower 



Walking Tour: 
• Identify potential literacy barriers: 

– Welcoming Environment
– Way finding 

• Information desk? 
• Maps? 

– Signage
• Entrance to building
• Layout and languages?
• Everyday words? 
• Consistent wording ? 
• Placement? 



Health Literacy – Healthcare System
Affects a person’s ability to access & navigate the healthcare system.

www.bukisa.com



Health Literacy – Healthcare System

Reference: NYT - November 20, 2009



Health Literacy Month Celebration 

4:30 



Interactive Activity 
“Tip of the Month”:
• Purpose 
• Development and distribution
• Expectations 

Activity: Let’s develop a “tip of the month”.  

4:45



Health Literacy Tip of the Month



“Can We Talk?” and Teach-Back



National Patient Safety Week 



Interactive Activity 
“Patient Safety Rounds”:
• Purpose & expectations
• Occurs weekly  
• Across entire organization & Health System
• Teams 
• Education  
• Data
Activity: Let’s develop a patient safety job aide.

5:05



Patient Safety 
Job Aid



Patient Safety 
Job Aid



Marketing and Public Relations
Always sending “tidbits” I come across as a        

“teachable moments” :

• Media:
– “Hospitals are sued by seven foot doctors.”

• Research:
– “New study for obesity looks for larger test group.”

Reference: www.plainlanguage.gov/examples Accessed 11-22-10

http://www.plainlanguage.gov/examples�


Art Dept. 



Art Dept. 



Art Dept. 



Nursing Recognition

• Clinical Ladder



Institutional Review Board  - IRB

• Committee Member
– Review of submitted research protocols
– Focus on informed consents

• Templates 
• PI Projects

– – before and after consents with lay reviewers

5:10



Summary 
• Patient Education Committee

– engage, educate and excite champions
– vehicle for consistent messaging
– increase awareness & educate all 
– hard-wire health literacy throughout organization
– enhanced the culture of quality & safety
– providers recognized the link between health 

literacy, effective communication and patient safety
• New opportunities 
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Office of Diversity, Inclusion & Health Literacy
Our Mission & Vision

Our Mission: To promote, sustain & advance an 
environment that supports principles of equity, 
diversity, inclusion, health literacy and community.

Our Vision: To build a community of excellence 
where the affirmation of differences is clearly seen in 
the composition of North Shore-LIJ leadership, faculty, 
staff and students, reinforced through its policies, 
practices and organizational structure, and woven into 
the fabric of its interpersonal relationships.



Thank you ! 
Contact Information:

Terri Ann Parnell DNP, RN
Corporate Director, Health Literacy
Office of Diversity, Inclusion and Health Literacy

North Shore-LIJ Health System
1979 Marcus Ave., Suite 236
Lake Success, NY 11042
Phone: 516-396-6373
Email: Tparnell@nshs.edu

mailto:Jmieres@nshs.edu�
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