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Poll

Instructions:

Answer this poll if you 

have attended one or 

both of HLM’s in-person 

workshops at the MPCA.

Use your chat box to type 

1 or more answers.

Since I attended an HLM workshop, I have:

Used Teach-back with a patient 

or coworker

Noticed that some of the patient 

materials I use could be improved 

Shared some plain language tips 

with a coworker

Not yet had a chance to use the 

tips I learned

Other (type your answer)

A

B

C

D

E



1
Our training series 
A quick overview of the health 

literacy strategies we’ve covered

2 What is 

MO HealthNet? 

A brief description of the program 

and how it helps patients

3 Applying what you’ve 

learned 
Practice how to communicate 

with patients 

4 Next steps 
Resources to help you connect 

patients to care 

our 
agenda
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1

Use the 

Teach-back method
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What is 
Teach-back? 

AHRQ Universal Precautions Toolkit, 2016

Teach-back is a 

method to check 

that you explained 

things in a way 

that your patient 

understood. 
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The 
Teach-back method 

AHRQ Universal Precautions Toolkit, 2016

Explain a new 
concept

Ask the patient 
to explain the 
concept back 
to you again

Ask the patient 
to explain the 
concept back 

to you

Review any 
points the 

patient missed



2

Rapport, empathy, and 

relationship building 
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Connect by
summarizing

One way to begin connecting with your 

patients is to summarize what they say 

to you.

To summarize the conversation:

• Gather what has already been said

• Make sure you understood correctly

What I’m hearing is…

It sounds like you’re saying…
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Reflect the 
patient’s feelings

To reflect what the patient is feeling:

• Listen to what the patient is saying

• Identify the underlying emotion

• Verbally acknowledge the emotion

It sounds like you may be feeling…

It seems that you’re feeling…



2

Use plain language

Communication your audience 

can understand the first time 

they read or hear it
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Before After

CDC, 2014
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5 tips for
clear written materials

Make your purpose and audience clear at first glance

Organize your information into “chunks” with headings

Use familiar words and short sentences

Use simple layouts to make materials appealing and 

easy to use, and highlight actions you want them to take

Only use numbers that are essential to making 

informed decisions



© Health Literacy Media

Replace jargon
with simple words

Plain language

Yearly

Covers everything

They will pay you back 

If

Jargon

Annually

Comprehensive

Reimbursement

In the event that
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Prioritize information:
3 most important points 

Plainlanguage.gov, 2011

Prioritize the information you give: 

• Choose the 3 important points you want 

to cover before the encounter ends 

• Prioritize “need-to-know” over 

“nice-to-know” information 

Most specific, 

most important

Background, less 

important
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Focus on action steps:
what, how, when, and why 

Action steps help patients know what to do 

to improve their health. 

To make an action step, write down:

• What the patient can do

• How to do it

• When to do it

• Why to do it



1
Our training series 
A quick overview of the health 

literacy strategies we’ve covered

2 What is 

MO HealthNet? 

A brief description of the program 

and how it helps patients

3 Applying what you’ve 

learned 
Practice how to communicate 

with patients 

4 Next steps 
Resources to help you connect 

patients to care 

our 
agenda
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What is 
Medicaid? 

mydss.mo.gov

Medicaid is a government program that provides 

public health coverage to low-income adults and 

children who qualify 

The program is run by the Department of Social Services 

and is called MO HealthNet in Missouri
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Who can
be covered?

mydss.mo.gov

Low-income people who are 65 or older 

People with disabilities or who are blind 

or visually impaired 

Low-income children and their parents, 

guardians, or caretakers 
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Who
qualifies? 
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Who is
eligible? 

2018 Federal Poverty Level standards: 

https://www.medicaid.gov/federal-policy-guidance/downloads/cib030618.pdf
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Find these and other videos on the FSD YouTube Channel:

https://bit.ly/2w7kddi
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How do 
patients apply?

mydss.mo.gov

Online at 

myDSS.mo.gov

By phone at 

855-373-4636

In-person at an 

FSD Resource Center

For help applying or to find an FSD Resource Center, 

call the FSD or visit dss.mo.gov/dss_map/  
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What kinds of health care 
does MO HealthNet pay for? 

Inpatient hospital 

services

Pharmacy 

services

Outpatient 

services 
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What kinds of health care 
does MO HealthNet pay for? 

Nursing care, 

home care, and 

equipment

Screening, 

prevention, and 

treatment for 

children 

Family care 

services 
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Types 
of coverage 

mydss.mo.gov

Managed Care Fee-For-Service
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Managed Care 
Program

https://dss.mo.gov/mhd/participants/mc/files/Health-Plan-Benefit-Table.pdf

Patients receive health care services through 

a MO HealthNet Managed Care health plan 

Health care is coordinated by the plan 

Covered services include:
• Dental 

• Emergency medical and behavioral 

health 

• Pregnancy 

• Preventive care 

• Lab tests and x-rays 

• Vision

Patients must choose a health plan and an 

in-network primary care provider 
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Fee-For-Service
Program

https://dss.mo.gov/mhd/participants/pdf/hndbk_ffs.pdf

Patients receive health care services through 

any provider that accepts MO HealthNet 

coverage

The program will make payments directly to 

a provider patients choose for eligible and 

covered services

Covered services include:
• Dental 

• Emergency medical and behavioral 

health 

• Pregnancy 

• Preventive care 

• Lab tests and x-rays 

• Vision



1
Our training series 
A quick overview of the health 

literacy strategies we’ve covered

2 What is 

MO HealthNet? 

A brief description of the program 

and how it helps patients

3 Applying what you’ve 

learned 
Practice how to communicate 

with patients 

4 Next steps 
Resources to help you connect 

patients to care 

our 
agenda



Activity 1
Replace jargon

Replace jargon: 

Remit

Qualify

Maximum 

Replenish

Simple words:

Pay

Are able to 

The most 

Refill

Instructions:

Type in a more simple 

word or phrase to 

replace it.



Activity 1
Define jargon 

Instructions:

Type in a definition that 

uses words that would 

be familiar to your 

patients.

Define jargon: 

In-network providers

Specialist 

Excluded services 

Simple definitions:

Health care services not 

covered by your plan 

A doctor who treats a 

specific medical problem 

Health care provides who 

contract with your plan to 

lower the cost of services



© Health Literacy Media

Ask open-ended 
questions

Engage your patient and continue the 

conversation by inviting descriptive answers.

Instead of:

“Do you have any questions?”

Ask:

“What questions do you have about what I said?”



Activity 2
Practice open-

ended questions

Instructions:

Rephrase each close-

ended question to an 

open-ended question.

Open-ended questions:

• Can’t be answered 

with a “yes” or “no”

• Usually start with: 

• What

• How 

• When 

Do you have any questions about

the application process?

Do you know how to contact the 

Family Support Division? 

Do you understand why you don’t 

qualify for MO HealthNet coverage?

1

2

3



Activity 2
Practice open-

ended questions
Here’s what we came up with:

What questions do you have about 

the application process?

How will you contact the Family 

Support Division?

What would you like me to review 

about why you don’t qualify for MO 

HealthNet coverage?

The original close-

ended questions:

1 - Do you have any 

questions about the 

application process?

2 - Do you know how to 

contact the Family 

Support Division? 

3 - Do you understand 

why you don’t qualify for 

MO HealthNet 

coverage?

1

2

3
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Write short, 
direct sentences

Avoid wordiness – keep only the words that add 

to the meaning of a sentence, and cut the extras.

Instead of:

I understand that authorized health care providers 

who receive or access health information about 

me pursuant to this authorization may re-disclose 

this information to other health care providers not 

participating and/or for reasons unrelated to the 

coordination of my health care and treatment.

Try:

I understand that health care providers who are 

authorized to receive my health information may 

give this information to providers who are not 

involved in my care.



Activity 3
Write short, direct 

sentences

Instructions:

For each sentence, 

cross out words that add 

length but not meaning. 

Then, rewrite the 

sentence so it’s short 

and direct.

1. Many people who live in our area 

are making plans to attend the 

eligibility briefing about MO 

HealthNet Managed Care Program 

eligibility which is being held one 

week from this coming Friday. 

2. Please be advised that any 

applications that are received by us 

prior to the first weekend in 

September will be given priority 

over any applications that are 

received after the first weekend in 

September.



Activity 3
Write short, direct 

sentences

1. Many people who live in 

our area are making 

plans to attend the 

eligibility briefing about 

MO HealthNet Managed 

Care Program eligibility 

which is being held one 

week from this Friday. 

2. Please be advised that 

any applications that are 

received by us prior to 

the first weekend in 

September will be given 

priority over any 

applications that are 

received after the first 

weekend in September.

Possible revisions:

1. Many locals plan to attend next 

Friday’s MO HealthNet Managed 

Care Program eligibility briefing.

2. We will prioritize applications turned 

in by the first weekend in September. 
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Convert passive sentences 
to active sentences

Passive voice means that the action (verb) comes before the person 

doing the action (the actor). Or sometimes the actor is unknown.

Examples:

• The chart was delivered by the nurse.

• The chart was delivered.

Active voice means that the verb comes after the actor.

Examples:

• The nurse delivered the chart.

• The _____ delivered the chart. (find out who the actor was!)



Activity 4
Convert passive 

sentences to 

active sentences

Instructions:

To make a sentence 

active, find who is doing 

the action and move 

them to the front of the 

sentence – before the 

verb. 

The online application has been used by 

some patients.

Possible revision:

Some patients have used the online 

application.

Primary care providers in the Fee-For-

Service Program are chosen by patients.

Possible revision:

Patients choose their primary care 

provider in the Fee-For-Service Program.



1
Our training series 
A quick overview of the health 

literacy strategies we’ve covered

2 What is 

MO HealthNet? 

A brief description of the program 

and how it helps patients

3 Applying what you’ve 

learned 
Practice how to communicate 

with patients 

4 Next steps 
Resources to help you connect 

patients to care 

our 
agenda
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Resources
for you and your patients

Connect with the Family Support Division (FSD):

• Online at myDSS.mo.gov 

• By phone at 855-373-4636

• In-person at FSD Resource Centers – find locations at: 

dss.mo.gov/dss_map/

Find the current Federal Poverty Level (FPL) online:

medicaid.gov/federal-policy-guidance/downloads/cib030618.pdf

Learn more about Managed Care and Fee-For-Service plans:

https://dss.mo.gov/mhd/participants/
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Find these videos on the FSD YouTube Channel:

https://bit.ly/2w7kddi

Videos available in English and Spanish:

• How to upload supporting documents when you 

apply online 

• FSD services and eligibility

• What you can do on the FSD website 

• How to contact the FSD

• What is an authorized representative?

Videos in English only:

• Low Income Home Energy Assistance Program 

(LIHEAP) – for help heating or cooling your home

• Spend down for MO HealthNet – if you have an income slightly 

above the limit

Resources
for you and your patients
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Presentation 
review

Plain language, the Teach-back method, and building strong 

relationships help you communicate effectively with patients 

MO HealthNet is a government program that provides public 

health coverage to low-income adults and children who qualify 

To help make your communications clear, use:

• Familiar words instead of jargon

• Open-ended questions

• Short, direct sentences

• Active voice
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Questions?
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Contact
HLM

Phone

(314) 361-9400

Online

healthliteracy.media

facebook/healthliteracymedia

twitter/healthlitmedia

instagram/healthlitmedia

Email

Jesús Quiñones

jquinones@healthliteracy.media
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Thank you!


