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A guide to producing patient information

1. Introduction 

The purpose of this document is to guide staff when making preparations to produce patient and user information.  Information will vary depending on who it is for and what it is about. Good patient information is important because it can:

· Give people confidence so their overall experience as a patient or service user is better

· Remind or reiterate what patients’ healthcare professional has told them 

· Allow people to make informed decisions after reading the information and thinking about the issues involved

· Help patients to prepare for procedures or operations

· Involve patients and their carers in their treatment and healthcare

The communications team can guide you through the process and help you find the best solution for your audience and budget.  Before you contact the communications team, please read this guidance and complete a Communications Leaflet Request Form, which you will find at the end of this document.  Its purpose is to make sure you and your team have thoroughly considered all the elements that’s needed when producing a leaflet or other printed information. Good patient information can take up to 10 weeks to produce from start to finish.   It is also worthwhile readying a guide to creating a communications plan found on the intranet under communications  guidance.

2. Planning

You need to follow these stages when producing patient information. They are:

· Consider the best medium to use i.e.  a professional leaflet, a poster,  an information sheet,  a set of FAQ’s.  You will know what your service users continually ask for and require.  

· Can you get this information elsewhere,  the DoH offer a large stock pile of posters, leaflets,  self-help on dealing with a vast index of conditions.  It maybe possible to simply order directly from them or in some instances download the template and apply the information relevant to Brent residents or patient groups www.dh.gov.uk/en/Publicationsandstatistics/Publications/DH_074279
· Before producing any printed material it is important to consider the longevity of what you are saying for example it is pointless producing large quantise of leaflets regarding opening times, if they schedules continually change or for a small number group of patients. 

· Identify funding - the cost of producing patient information can vary enormously.  The communications team does not have a budget for producing communications materials so services and departments must identify funds to pay for publications. Even if you have no budget for producing leaflets professionally, certain rules can be followed to make in-house productions that are clear, easy to understand and of a good quality.

· How the process will be co-ordinated in your team or department.  A good way to do this is by having one person leading who will consult with a wider team or group.  You must identify a director or senior manager who will be responsible for approving the publication.

· Identify the need for specific information from patients, carers or clinicians.

· Check if similar information has already been produced by NHS Brent, NHS Direct www.nhsdirect.nhs.uk or charitable organisations.

· Consider how the leaflet will be distributed.  Will it be available on a rack, handed to patients, posted or emailed to them? The method of distribution will depend on who the leaflet is for and will help you decide how many leaflets you will need to print. 

· Do you have a patient group who you work with on other issues to have a look at a draft?  Have you asked them the sort of information they would find useful?  If not inform the PPE or Comm’s directorate who can advise on this. 

3. Writing 

When producing your first draft of a leaflet or publication, please keep in mind the following points. They are:
· Information should be consistent and in context with other information patients are given on the same subject. For example, GP or appointment letters. 

· Reinforce - the information patients have been told at the clinic.

· Avoid giving instructions. For example, tell patients ‘do not eat anything for six hours before an operation’ without explaining why.

· Help people to make decisions by giving them facts about the risks, benefits, side effects and alternatives.

· Use a question and answer format to help divide up the text.

· Do not confuse people by covering several treatments and conditions in the same leaflet.

· Tell people what other information, resources and support is available.
· Tell people if the information is available in other formats, for example on audio tape or in other language.  

· Checks that the information does not conflict with other information patients are given. For example, appointment letters and information from other NHS partners.
· Include contact details and check telephone numbers by dialling them.  Try to use a central number rather than a list of different numbers.  If appropriate include other contact details like post codes as well as email and website addresses.

· Use general names for local contacts, for example ‘cardiac rehabilitation nurse’.  Patients prefer to be given the name of a person they should contact. But at the same time you don’t want to be left with thousands of leaflets after the person named has moved on, so think carefully about the quantity you are producing as well as the publication’s ‘shelf life’. 

3.1 General guidance for written information

To make your writing clear, you should follow some basic principles. They are:

· Use everyday language that’s plain and easy to read.  This means avoiding jargon and acronyms. About seven million people (roughly one in five adults) in England have difficulties with basic literacy and numeracy. This does not mean you have to be patronising or use childish language.

· Use personal pronouns such as ‘we’ and ‘you’.  Avoid using frightening language, for example, ‘electrodes will be put on your chest’.  If it is difficult to avoid using medical terminology, such as ‘nuclear medicine’, then please give an explanation of how the patient will be helped.

· Use short sentences. As a rule, no more than 15 to 20 words for each sentence.

· Use lower-case letters, where possible, as they are easier to read.  The exceptions to this are proper names and the first letter of a sentence.

· Use present and active tenses, where possible. For example, ‘your appointment is on’ rather than ‘your appointment has been made for’

· Use bullet points or numbers to divide up complicated information.

· Do not use long paragraphs. Divide them up using headings and new paragraphs.

3.2 Remember your audience

Different groups of people will have different needs. They are:

· Elderly patients and those with sight impairments may need large print, at least 14 point or larger.   

· Patients who are not ‘ill’ like pregnant women or those using social services. It may be more appropriate to address them as clients or service users, for example.

· Children, use plenty of illustrations but avoid clip art and adjust your language to the age

· Patients with learning difficulties, the text needs to be simplified. Use more symbols, pictures and consider audiotapes and videos.  Consult support groups and individuals.

· Patients with hearing difficulties, use written information, text phones or British Sign Language interpreters. Use audiotapes, electronic text, the Internet or Braille.  Do not use a lot of reversed-out text and make sure the contrast between text colour and background colour is easy to read.

· Patients, whose first language is not English, get translations from a guaranteed source where appropriate.  Certain languages are spoken and not read so it is important to check this, and to build it into the overall cost of production. 

· Patients who have reading difficulties, use audiotapes and videos.

· Expert patients, with long-term medical conditions, such as diabetes or eczema. They usually have a good understanding of their condition.  The information for these patients may need to be researched by experts or they may need guidance on where to find the latest reliable information.


Once you have completed a first draft:

· Consult clinicians, experts, service managers, support groups, patients and anyone else who is interested as part of the editorial process.  Always give a deadline by which comments are to be returned.

· Send the draft to the communications team for comment.

4.  Diagrams and pictures 

Diagrams and pictures are very effective and should be used in line with NHS communications principles.  Where appropriate, use them to illustrate the text, remember to label them and do not print over them.  You should avoid using clip art or the free illustrations in your computer programmes and on the internet – they will not enhance NHS Brent’s reputation as a professional organisation.  Instead, visit the NHS photo library at www.photolibrary.nhs.uk where you can find suitable stock images. You will need to sign on and register with the site. You can do this easily providing you have an NHS email with Brent PCT or an nhs.net email. The communications team also has its own small photo-library of photographs taken of staff, patients and the public in Brent, and may be able to find you a suitable photo.  If you use a photograph you have taken yourself you must make sure any patients or members of the public in the photograph have signed a patient consent form (attached to the end of this document).  If other organisations are involved in your service or initiative, you may want to add their logos to the leaflet.  You will need to obtain the correct, print quality versions of these logos from the relevant organisations.

5.  Consultation

· Ask patients to assess the information.  You can do this through patient groups or with individuals.  It is a valuable part of the editorial process and can help you make sure you have got the tone right for your audience.

· Give a final draft to everyone who is interested and set a short deadline for them to respond.

· Let communications see the draft    
· The final edit must be signed off by your director or senior manager – this will also help reduce extra charges being incurred for last-minute corrections.
6. Layout, design and printing

When you have the final edit of your leaflet, send it to the communications team along with the Communications Leaflet Request Form and any logos, pictures or photographs you want included.  If you are supplying images in a digital format, ask the designer or printer to check they are the right resolution.  If you are supplying prints, transparencies or negatives, the designer or printer will need to scan these into the artwork so they need to be good quality.

Your budget will determine whether your leaflet is produced in-house on a PC or externally by a professional designer.  Regardless of which method you use, these NHS identity guidelines should be followed:

· Use the NHS corporate font Arial.  This is a clear and easy to read font.
· The font size should be between 12 point (minimum) and 14 point.  However, if you are providing information for older people or people with sight difficulties, you should always use 14 point or larger.

· Justify the text to the left only. 

· Use the standard format for writing dates, for example Wednesday 29 June 2009. 

· Refer to the organisation as NHS Brent.

· Use the correct NHS logo.

For further information on the NHS identity go to www.nhsidentity.nhs.uk , or contact the communications team.

Here are some useful layout and design tips if you are going to design the leaflet yourself in a programme like MS Publisher or Quark Express:

· Use a light background with dark print for best contrast.

· It is acceptable to use a dark background with white print (reversed out) for headings, but not for a large section of text.

· If you are having the information professionally printed as opposed to desktop printing or photocopying, using one or two colours only can reduce costs.

· Do not write text over background pictures or a design – it makes it hard to read.

· Leave space between paragraphs and do not have too much text on the page.

· Make sure headings are clear.

· White space makes the information easier to read.

· Large bold font emphasises text.  Avoid UPPER CASE letters, italics and underlining as they make the text more difficult to read.

· Numbers from one to nine are easier to read if they are written. Numbers from 10 onwards can be written as numbers.

Consistent features for every publication
Front cover: NHS Brent logo found on the intranet click this link http://brentnet2/intranet/html/1199_1257.htm   title, department or directorate where appropriate.
Back cover: website address, date of publication, a copyright note must also appear, the communications team can help you with this. 

· At this stage you may want to get your patient information approved by the Plain English Campaign an organisation that promotes clear English www.plainenglish.co.uk  The communications team can advise you on this process. There is a cost for this accreditation.

7. Printing and production 

Depending on your budget and audience the communications team will help you choose one of the following options:

a. Professional printing from professional design files

b. Professional printing from in-house design by you or the communications team 

The communications team will work with professional printers or designers, including getting a quote for how much it will cost before going ahead.  The cost will need to be approved by your budget holder. 
· The estimate should cover costs for: 

a) leaflet design

b) layout of text

c)         one set of amendments (text only)

d)         printing and delivery

· The final bill should only differ from the estimate if significant amendments are made to the brief after it has been agreed, or if several changes are made to the copy after it has been laid out.
· Always make sure you ask for a proof of your publication to approve before it goes to print, as sentences and phrases seem very different when they appear in columns.
· If you need to make any changes, mark these clearly on your proof and photocopy it for future reference.

· Check beforehand about any extra cost a printer might make for delivering your leaflets.

· Make sure they have the correct delivery address and contact details for the finished leaflets.

· When deciding how many you need, consider how long you want the information to be used for.  When printing professionally it is always more cost effective the more you get printed, but don’t print so many that you end up throwing lots away.
· Ensure you have storage for large quantities.
· Please check your text carefully before submitting it for design. Every change 
made after layout stage incurs an extra cost. 

· Designers charge by the hour and several sets of amendments increase the cost 
and delay the production of your leaflet.

8. Distribution and Archiving

· Once the leaflet has been agreed, it can be added to the other patient information held on the PCT website at www.brentpct.nhs.uk Email it to the communications team at communicatios@brentpct.nhs.uk and let them know you would like your leaflet to be uploaded.

· Make sure patients receive the information at an appropriate time, not half an hour before a procedure, or when they are in shock.  Give the patient or carer (or both) time to think about what is going to happen and to make plans.

· Finally, monitor how the information is used.  For example, will it be handed out and by who?  Patients are more likely to pay attention to leaflets handed to them by their healthcare professional.  Are they picked up and used for the intended purpose? They will need to look attractive and eye catching and explain what they are for on the front cover.

· It is also helpful to offer patients translated information.  The communications team can advise you on how to get your information translated.

· Information should be reviewed and updated regularly.

9. Reviewing and monitoring how effective your information is

· You should aim to review patient information at least every two years.  You should keep this in mind when deciding how many you want printed.

· This should be the responsibility of the lead for the project or the service manager.

· Some patient information has a natural shelf life that’s the same length as a project, for instance.  If this is the case include this information on the leaflet.

· Always include the date the publication was produced on the back of the leaflet.  This way, anyone reading the leaflet can judge for themselves how up-to-date the information is.

· When reviewing the information take the opportunity to find out what your patients and users think of it. Have you had the same questions about procedures asked repeatedly – perhaps you could include the answers your new draft.

9. Checklists for producing information for:

Conditions and treatments

· What is the leaflet about and who is it for?

· What condition is being described?

· What causes it?  Or, if the cause is not known, say so.

· Does anything increase the risk, for example, age, sex, ethnic origin or a family history of the condition?

· What are the signs and symptoms?

· Are there any tests or examinations needed to confirm the diagnosis?

· What treatments are available?  Give brief descriptions.

· What are the side effects and the risk of getting treatment or not getting treatment?

· What are the next steps?

· What can patients do for themselves?

· Are there other implications, for example, infecting other people?

· Who can they contact if they have any more questions?

· Say where they can find more information, for example, support groups and websites.

Services, for example, cardiac rehabilitation classes or a GP skin clinic

· Describe the service
· Start at the beginning, where the patient would start, for example, a leaflet about transport might start with how to book it, with a phone number.

· Who is eligible?
· Details of how to access the service
· Is equipment or special clothing needed?
· Where to go for it
· How to find it
· Are maps needed?
· When is a service available?
· Is there a waiting time?
· How often do they need to attend?
· Do they need to bring any documents?
· Who to contact if they cannot attend
· What is or not available, for example, transport
· Are interpreters needed?
· Are any costs involved?
· Are there any advantages or disadvantages that need to be explained?
· Who to contact (phone number) and when, for example, from 9am to 5pm Monday to Friday
 Medication for patients

· Explain that any information given in a leaflet should be read with any patient information leaflet provided by the manufacturer

· What medication are you prescribing and what is it for?

· How is it taken?

· How often should it be taken?

· What should be avoided or added when taking a particular medication, for example, certain foods

· What are the side effects?  Make sure you mention that everyone is different so may react differently to medication

· What to do if medication is not given properly

· Remind patients to tell the clinician who prescribed the medication about any other medication they are taking.

· Advice on storing medication out of the reach and sight of children, in the fridge and out of the sunlight

· Advice on where to get repeat prescriptions

· A contact number (of the pharmacy, specialist nurse, doctor or NHS Direct) for more information and to check on any concerns about side effects

Adapted from NHS Toolkit for producing patient information version 2.0

NHS Brent

Communications team

communications@brentpct.nhs.uk
Edited November 2008 
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Communications Leaflet Request Form

Please fill in the details below to request printed materials

If you have any questions, please give us a call on 020 8795 6109 or email communications@brentpct.nhs.uk 

Name  MACROBUTTON NoMacro [Enter your name here] 
Job Title  MACROBUTTON NoMacro [Enter your job title here] 
Department  MACROBUTTON NoMacro [Enter your department here] 
Date  MACROBUTTON NoMacro [Enter today's date] 
Telephone  MACROBUTTON NoMacro [Enter your telephone number here] 
Email  MACROBUTTON NoMacro [Enter your email address here] 

Item(s) required 
Quantity

1.
 MACROBUTTON NoMacro [For example leaflet or poster] 
 MACROBUTTON NoMacro [How many will you need?] 
2.
 MACROBUTTON NoMacro [Enter item here] 
 MACROBUTTON NoMacro [How many will you need?] 
3.
 MACROBUTTON NoMacro [Enter item here] 
 MACROBUTTON NoMacro [How many will you need?] 
Director/senior manager responsible  MACROBUTTON NoMacro [Enter the name of the manager responsible for this work] 
Text must be typed up and emailed electronically to the communications team before work can begin. It must be approved by your department head.  All text will be subject to revision by the communications team for clear English, corporate style and space reasons.

Which logos need to be included? 

 MACROBUTTON NoMacro [Any organisation involved will want their logo included - enter organisations here] 
Do you have any pictures, photos or illustrations?  Yes or No
How are you supplying them?  MACROBUTTON NoMacro [Preferably electronically, but we can scan some images] 
Who are the items for?  MACROBUTTON NoMacro [Is the information for staff, patients or users? or another group?] 
How and where will you be distributing them?  MACROBUTTON NoMacro [Electronically, by post, left in waiting rooms, in pay slips?] 
Total budget  MACROBUTTON NoMacro [How much does the budget holder have to spend?] 
Budget Holder  MACROBUTTON NoMacro [Who is the budget holder?] 
Cost Centre and Account code  MACROBUTTON NoMacro [Enter details here] 
When do you need it by?  MACROBUTTON NoMacro [Enter details here] When completed, email this form along with your text and any logos, pictures, photos or illustrations you may have to communications@brentpct.nhs.uk
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Photography Consent Form

Name:……………………………………………………………………………….

Name of Guardian (if under 16):…………………………………………………

I give my permission for photographs to be taken and used in:

· local and national newspapers and journals

· borough wide publications

· adverts at tube stations or on buses

· health promotion posters

· patient information leaflets

· recruitment displays

· National Health Service websites

Date……………………………………………………………………………………

Place…………………………………………………………………………………..

Signed…………………………………………………………………………………

Address……………………………………………………………..

              ……………………………………………………………..


   ……………………………………………………………...

Telephone……………………………………………………………………………

Email…………………………………………………………………………………

Once completed please send back via the internal post to Press and Communications for storing on file.

Equality Assessment
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	Yes/No
	Comments

	1.
	Does the policy/guidance affect one group less or more favourably than another on the basis of:
	
	

	
	· Race
	No
	

	
	· Ethnic origins (including gypsies and travellers)
	No
	

	
	· Nationality
	No
	

	
	· Gender
	No
	

	
	· Culture
	No
	

	
	· Religion or belief
	No
	

	
	· Sexual orientation including lesbian, gay and bisexual people
	No
	

	
	· Age
	No
	

	2.
	Is there any evidence that some groups are affected differently?
	No
	

	3.
	If you have identified potential discrimination, are any exceptions valid, legal and/or justifiable?
	n/a
	

	4.
	Is the impact of the policy/guidance likely to be negative?
	No
	

	5.
	If so can the impact be avoided?
	n/a
	

	6.
	What alternatives are there to achieving the policy/guidance without the impact?
	n/a
	

	7.
	Can we reduce the impact by taking different action?
	n/a
	


If you have identified a potential discriminatory impact of this procedural document, please refer it to the Equality & Diversity Manager together with any suggestions as to the action required to avoid/reduce this impact.

For advice in respect of answering the above questions, please contact the Equality & Diversity Manager based in the HR and OD department. 
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Assurance Form
             (For documents associated with risks to patients/ staff/ public/ PCT)


Department: …………………………...

I have read and understood the above document and agree to abide by its content.

	Name
	Signature
	Date
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