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1. Executive Summary 
 
Under the NHS Accessible Information Standard Health and Social Care services should  

1. Ask if you have any communication needs and how they can meet them.  
2. Record your needs and highlight them in your file or notes, so staff are aware and know how 

to meet them.  
3. Share information about your communication needs with other care services when you give 

your permission.  
4. Deliver information in a way you can access and understand, with the option for 

communication support if you need it 
 
The Standard relates to people using services and their carers.  
 
We: 

 spoke to eight groups face to face and two online, to tell them about the NHS 
Accessible Information Standard.  

 carried out one structured focus group with people with an acquired brain injury 
involving four people.  

 ran three discussion groups: one with carers for adults with learning disability 
involving five people, a carers group of s ix people, and a hard of hearing group with 
13 people.  

 spoke to a community group for older people with learning disability.  

 ran a survey which was completed by 18 people 
 
To understand their experience to date of having their communication needs met under the Standard 
and identify where things were working well and areas for improvement.  
 
We are in the process of completing an Easy Read version of this report with the help of Taking Part. 
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2. Recommendations: 
 
The people we heard from made the following suggestions: 
 

 Consider print size on letters  

 Display patients’ names on a screen when they are called up for an appointment  
 Offer the choice to have information provided via face-to-face appointment  

 Offer slightly longer appointment times for those with communication needs  

 Ensure staff know who in the room to provide information to (the individual and/or their carer), 
and what level of detail is appropriate to give 

 
Healthwatch Shropshire recommend: 
 
All providers: 
 

 Review their approach to meeting the Accessible Information Standard and check that they 
are meeting the implementation criteria, including having an Accessible Information Policy 
(supporting information is available on the NHS England website) and gaining the necessary 
consent from service users/patients to share their personal information with other providers 

 Ensure all staff are familiar with the term ‘Accessible Information’ and the five steps to meeting 
the Accessible Information Standard.  

 Ensure that all staff complete Accessible Information Standard training and this is regularly 
reviewed.  

 Develop a systematic approach to identifying if existing service users and carers have a 
communication need and asking them how they prefer to be communicated with.  

 Find a way to ask service users and carers if they have a communication need that does not 
rely on them being able to read a poster or access the ‘Accessible Information’ page on a 
website.  

 Consider appointing a member of staff as Accessible Information Champion, so that someone 
in the organisation is responsible for ensuring written information is accessible and the 
communication needs of all people are met  

 Consider making the environment more learning disability / Dementia friendly  

 Consider involving service users/carers in ensuring information is accessible for everyone, 
e.g., letters, emails, leaflets and posters are easy to read and understand 

 
Some broader recommendations for the Shropshire, Telford & Wrekin Integrated Care System:  
 

 Work to raise awareness of the NHS Accessible Information Standard to help ensure both 
service users, carers and staff are aware of their rights  

 Ensure it is standard practice to ask people about their communication needs  

 Ensure that carers are asked about their communication needs and are fully supported in their 
caring role  

 Direct people to clear information about the NHS Accessible Information Standard that is all in 
one place including links to relevant support services/groups (e.g., webpage)  

 Consider the impact on the mental health and wellbeing of people and their carers when they 
are unable to understand information from health and social care services  

 Recognise that access to information digitally (e.g., websites, social media, email, text 
messages) is not an appropriate option or available for everyone 
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