
Health literacy and the NSQHS 
Standards

Naomi	Poole

Partnering	with	Consumers
October	2018



• Who	is	the	Commission?

• What	do	we	mean	by	health	literacy?

• The	NSQHS	Standards

• Health	literacy	in	the	second	edition

• What	that	means?

Overview



• National	government	organisation

• Funded	by	Commonwealth	and	all	states	and	territories

• Leading	and	improving	safety	and	quality	in	health	care

• Strategic	priorities	are	in	the	areas	of:

⎻ patient	safety

⎻ partnering	with	patients,	consumers	and	communities

⎻ quality	cost	and	value

⎻ supporting	health	professionals	to	provide	safe	and	high-quality	
care.



What do we mean by health literacy?



How the Commission sees health 
literacy…

Adapted	from	Parker,	Measures	of	Health	Literacy:	Workshop	Summary;	 Roundtable	On	Health	

Literacy,	2009



A national approach



The National Safety and Quality 
Health Service Standards



What are the NSQHS Standards?

• Aim:	To	provide	a	nationally	consistent	statement	about	
the	standard	of	care	consumers	can	expect	from	
healthcare	organisations…

• Developed	over	5	years	with	considerable	stakeholder	
engagement	and	consultation

• First	edition	- approved	by	Ministers	in	2011

• Mandatory	for	Australian	health	services	to	be	accredited	
against	the	NSQHS	Standards	from	2013

• Second	edition	– approved	by	Ministers	in	2017

• Mandatory	for	Australian	health	services	to	be	accredited	
against	the	NSQHS	Standards	from	2019



• Commission

• Health	Ministers

• State	and	federal	health	departments

• Accreditation	agencies

• Health	services

Roles in the Standards



The first edition (2011-2018)
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The first edition (health literacy)

Health	literacy	embedded	throughout:

• Standard	1 – sharing	decisions	with	consumers,	informed	
consent

• Standard	2 – involving	consumers	in	information	
development

• Providing	information	to	consumers	that	is	easy	to	
understand	(most	Standards)



Reviewing the first and developing 
the second

• Leadership	

• Understanding	diversity	of	patients	and	consumers

• Electronic	health	records

• Safe	clinical	environment

• Care	planning	and	shared	decision	making

• Health	literacy

• Screening	and	assessment

• Nutrition	and	hydration	

• Aboriginal	and	Torres	Strait	Islander	people

• Cognitive	impairment

• Mental	health



The second edition (2019-2029?)

Clinical	Governance

Partnering	with	Consumers

Preventing	and	Controlling	

Healthcare-associated	Infection

Medication	Safety

Comprehensive	Care

Communicating	 for	Safety

Blood	Management	

Recognising	and	Responding	to	

Acute	Deterioration



• Standard	describes	what	needs	to	be	achieved,	not	how	to	
get	there

• Many	different	strategies	and	approaches	to	meet	the	
requirement

• Think	about	the	purpose	– why	are	you	doing	this	and	
what	do	you	want	to	achieve

• Think	about	how	to	embed	it	into	the	way	the	
organisation	works:

⎻ governance,	leadership,	strategy

⎻ policies	and	procedures

⎻ day	to	day	clinical	practice

Take a strategic approach



The second edition (health literacy)

Health	literacy	overtly	included:

• Partnering	with	Consumers

Implied	or	required	in	actions	in:

• Governance

• Comprehensive	Care

• Communicating	for	safety



Aims	to	ensure	that	health	service	organisations	implement	
a	clinical	governance	framework	that	supports	the	delivery	
of	safe	and	high-quality	health	care

Clinical	governance	is	an	integrated	component	of	
corporate	governance	of	health	service	organisations.	

It	ensures	that	everyone	– from	frontline	clinicians	to	
managers	and	members	of	governing	bodies,	such	as	boards –
is	accountable	to	patients	and	the	community	for	assuring	
the	delivery	of	health	services	that	are	safe,	effective,	
integrated,	high	quality	and	continuously	improving.

Clinical Governance Standard



Clinical Governance Standard 
(actions related to health literacy)



Aims	to	create	an	organisation	in	which	there	are	mutually	
valuable	outcomes	by	having:	

• Consumers	as	partners	in	planning,	design,	
delivery,	measurement	and	evaluation	of	systems	
and	services	

• Patients	as	partners	in	their	own	care,	to	the	extent	
that	they	choose.

Partnering with Consumers Standard



Partnering with Consumers Standard 
(health literacy related actions)



Partnering with Consumers Standard 
(Health literacy criterion)



Aims	to	ensure	that	consumers	receive	care	that	is:

• aligned	with	their	expressed	preferences	and	

healthcare	needs

• considers	the	impact	of	their	health	issues	on	

their	life	and	wellbeing

• clinically	appropriate	for	their	circumstances

• minimises	harm	from	specific	risks

Comprehensive Care Standard



Comprehensive Care Standard 
(actions related to health literacy)



Aims	to	ensure	timely,	purpose-driven	and	effective	
communication	and	documentation	that	support	
continuous,	coordinated	and	safe	care	for	patients.

Communicating for Safety Standard



Communicating for safety 
(actions related to health literacy)



Each	of	the	six	clinical	standards	includes	the	action:

“Clinicians	use	organisational	processes	from	the	
Partnering	with	Consumers	Standard	when	[…]	to:

a. Actively	involve	patients	in	their	own	care

b. Meet	the	patient’s	information	needs

c. Share	decision-making”

Partnering with Consumers 
embedded across the Standards



• Preventing	and	managing	HAI	– Action	3.3

• Undertaking	medication	management	–Action	4.3

• Delivering	comprehensive	care	–Action	5.3

• Effectively	communicating	with	patients,	families	and	
carers	in	high-risk	situations	–Action	6.3

• Providing	safe	blood	management	–Action	7.3

• Recognising	and	responding	to	acute	deterioration	–
Action	8.3

Use the systems and processes 
(established as part of Std 2) when ….. 



Resource to help understand what is 
needed…



NSQHS Standards 
Guides



Fact sheets 
galore!



Sector specific electronic 
monitoring tool 



• Aboriginal	and	Torres	Strait	Islander	health

• Governing	bodies

• Health	service	organisations	providing	care	to	children

• Measuring	and	evaluating	partnering	with	consumers

• Mental	health	services

• Healthcare	variation

• Migrant	and	refugee	health

• Chemotherapy	services

• End-of-life	care

• Cognitive	impairment

User guides



Online	interactive	resource	–

Online resource portal

nationalstandards.safetyandquality.gov.au



Other resources to help…



• November	2017

⎻ NSQHS Standards	and	first	round	of	resources	launched

⎻ Gradual	release	of	resources	as	they	are	finalised	and	approved

• April	2018
⎻ Launch	of	online	training	modules	for	assessors

• June	2018

⎻ Launch	of	interactive	online	resource	portal

• July	2018
⎻ Transition	to	assessment	to	the	second	edition	starts

• January	2019

⎻ Assessment	to	the	second	edition

Timelines




