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[bookmark: _Toc209780807]Guideline statement 
Background
Canberra Health Services (CHS) is committed to partnering with consumers to ensure that relevant, easy to understand and helpful consumer information is available that meets the needs of consumers, families and carers. This supports safe care, and positive consumer experiences contributing to better health outcomes.
A consumer could be a patient, carer, parent, visitor, or member of the public.
Key Objective
This guideline aims to ensure CHS meets the requirements for consumer information as outlined in the National Safety and Quality Health Service Standards (NSQHSS) (Second Edition): Partnering with Consumers.
All consumer handouts developed and used by CHS must:
be consumer focused and follow health literacy principles
be written in plain inclusive language
be evidence based 
involve consumers and/or carers who must be involved in the identification of the need for handouts and in the development, consultation, and review of handouts
undergoes quality consultation with appropriate stakeholders who must be identified, and engagement must occur at an appropriate level throughout the consultation process
consistent with the CHS style guide and 
adhere to the CHS Brand Manual
be in an accessible screen reader friendly format
be reviewed regularly, in a timeframe identified by the Consumer Handouts Committee.
External organisations’ handouts can be used within CHS as resources for consumers. These handouts must be approved by the Consumer Handouts Committee before they can be given to consumers.
Alerts
In some circumstances, consumer handouts may be adopted from other jurisdictions or be required in another language, please see Section 9– Special processes for further information.
Staff requiring support to develop web, social media or audio-visual content for consumers should contact the Strategic Communications team via email at CHScomms@act.gov.au. 
Back to Contents


[bookmark: _Toc209780808]Scope
This guideline applies to all CHS team members. Please read this guideline in full before reviewing or developing a new consumer handout.
Consumer handouts are defined as any document that provides information to a consumer, their carer or family, a visitor or to the general public not already governed by another process (see out of scope).  
Consumer handouts include:
general health information, including fact sheets for consumers
service information (how to access, where to locate and how to contact) including hospital welcome information, patient and carer guides to hospital, clinics and referrals and other booklets or handouts 
treatment specific information to support consumer and carer/family member
social stories to support access to healthcare or a patient journey 
posters with information for consumers and carers.
There are a variety of terms used to refer to consumers receiving and engaging with health-related services. Depending on the care setting, these may include patient, customer, client, consumer, resident, carer, parent and many more. To maintain consistent language, this document refers to all these people as ‘consumers’.
[bookmark: _Toc97123658]Out of Scope
This guideline does not apply to handouts for:
internal CHS team members and/or
staff from external services.
For the purposes of this guideline, consumer handouts do not include:
books
signs
materials from manufacturers or suppliers of:
· technology
· devices
· products
· medications
clinical forms that contribute to a Clinical Record (these are endorsed by the Clinical Records Forms Committee)
consent forms
documents used for research purposes that are part of the Human Research Ethics application 
any document used to collect consumer information that will be held in the clinical record
consumer surveys (contact the CHS Survey Coordinator PtExpSurveys@act.gov.au for further information)
letters (some letters, depending on content, may be classified as handouts. If CHS team members are unsure, contact the Consumer Handouts Team consumer.handouts@act.gov.au for further information and approval processes)
web content
social media
audio-visual consumer information
mobile device apps
business cards
Back to Contents
[bookmark: _Toc209780809]Section 1 – Governance
Review and development of all consumer handouts is overseen by the Consumer Handouts Team within Quality, Safety, and Governance, and the Consumer Handouts Committee.
All consumer handouts must be endorsed by the Consumer Handouts Committee and, once endorsed, will be available to CHS team members via the Policy and Guidance Documents Register. When requested by the responsible division, handouts are also available to the public via the CHS website. 
The Consumer Handouts Committee reports to the Network Partnering with Consumers Committee. The list of essential consumer handouts is approved by the Network Partnering with Consumers Committee. These handouts are to be provided in hard copy for consumers in inpatient, outpatient and community facilities. The criteria for inclusion on the essential consumer handouts list is:
Information consumers need to know to be able to access general CHS services, e.g. welcome to hospital booklets.
Information to keep most consumers safe, e.g. how to prevent pressure injuries.
If a consumer handout is required urgently, please contact consumer.handouts@act.gov.au to discuss.
Consumer handouts are owned by the division / area responsible for the subject matter or service.
Consumer handouts should not be professionally printed before they have been endorsed by the Consumer Handouts Committee to allow for potential changes to content.
Back to Contents


[bookmark: _Toc209780810]Section 2 – Roles and Responsibilities
[bookmark: _Toc97123661]Consumer Handouts Committee
The Consumer Handouts Committee membership is comprised of representatives from across the CHS Network and includes five consumer representatives from the Health Care Consumers Association (HCCA). The role of the committee is:
to provide a governance forum for the initiation, consolidation and review of consumer handouts 
to provide leadership and advice for the development and review of consumer handouts
to monitor, review and endorse consumer handouts and report to the Canberra Hospital Operations Committee, the Mental Health, Justice Health, Alcohol and Drug Governance Committee and the North Canberra Hospital Operations Committee.
to ensure externally sourced sites meet the four criteria in the consumer handouts guideline and ensure permission for use by CHS is acquired appropriately
[bookmark: _Toc97123662]Consumer Handouts Coordinator
Coordination of the consumer handout development / review and approval process.
Ensure templates used to support the consumer handout process are current and available to all CHS team members via the Consumer handouts health hub page.
Ensure only approved templates are used, and the Strategic Communications team are consulted when needed.
Upload endorsed consumer handouts to the Policy and Guidance Documents Register.
Maintain the consumer handouts component of the Policy and Guidance Documents Register.
[bookmark: _Toc97123663]Inform divisions / areas of consumer handouts that are overdue / due for review soon.
Review consumer handouts to ensure they meet health literacy requirements and provide health literacy support to CHS team members.
Divisional Executives (Executive Director/Executive Group Manager/Executive Branch Manager/General Manager) 
Approve the development / review of consumer handouts.
Ensure content is evidence based and reflects contemporary best practice.
Ensure all consumer handouts are developed and reviewed following the process outlined in this guideline.
[bookmark: _Toc97123664]Senior / Unit Managers
Ensure relevant CHS team members are informed of any new / updated consumer handouts.
Identify which consumer handouts are needed in their area.
Ensure all consumer handouts used by their department are up to date.
Oversight of consultation processes.
Assessing whether consumer handouts need to be translated.
Assessing whether consumer handouts need to be amended to suit children and young people or to meet cultural needs.
Remove out of date and old versions of consumer handouts from their areas.
Evaluate the consumer handouts, including whether it was well received by the target audience and whether its aim was achieved.
Consumer handout author
Develop / review consumer handout as per the process outlined in this guideline.
[bookmark: _Toc97123665]Strategic Communication team
Ensure an appropriately branded A4 consumer handout template is available.
Source images for consumer handouts where required.
Formatting and branding the essential handouts that are designed in a brochure or booklet format.
Arrange quotes and provision of professional printing when requested.
Ward Clerks and administration team members
Ensure the essential consumer handouts are available in printed copy in clinical areas and patient waiting areas.
Order printed copies of the essential consumer handouts, so they are available to consumers.
CHS Team Members
Only provide approved consumer handouts to CHS consumers as appropriate
Back to Contents


[bookmark: _Toc209780811]Section 3 – Getting Started
[bookmark: _Toc97123668]Complete ‘Writing Consumer Publications E-Learning’ course
Before developing a consumer handout, CHS team members should complete the eLearning course Writing Consumer Publications available through Human Resources Information Management System (HRIMS). This will help the author to understand health literacy and plain language requirements. 
[bookmark: _Toc97123669]Is a consumer handout required?
Consumer handouts are used to support clinical care but cannot replace it. A conversation with a consumer is often the best way to share information, with the information being reinforced with a handout.  
If a consumer handout has rarely been used, it might mean the consumer handout is no longer required. Relevant Senior / Unit mangers should decide whether an existing consumer handout is still needed. This may include teams that are cross-divisional and across the CHS Network.
[bookmark: _Toc97123670]Check the Policy and Guidance Documents Register to avoid duplication
To prevent duplication of information, the author must check that there are no existing CHS consumer handouts covering the same topic. If a consumer handout already exists, areas should contact the responsible team and work with them to amend the existing consumer handout to include the information required.   
The author should do a thorough search for: 
any relevant approved consumer handouts on the Policy and Guidance Documents Register 
an approved external organisation that may have an appropriate resource available on their website. These organisations are listed as placeholders on the Policy and Guidance Documents Register.  
If a suitable consumer handout cannot be found on the Policy and Guidance Documents Register, go to Section 4, or seek assistance from the Consumer Handout Team via email at consumer.handouts@act.gov.au.
[bookmark: _Toc97123671]Approval to review / develop a consumer handout
Before starting the development of a new consumer handout, authors must complete the Initiation request  form. Once complete, the form should then be sent to consumer.handouts@act.gov.au for approval. 
To review a consumer handout, email consumer.handouts@act.gov.au. 
CHS team members should not start developing or amending a consumer handout until they have approval from consumer.handouts@act.gov.au. This prevents duplication of work and encourages collaboration across areas with consumer handouts that have similar content.
Back to Contents
[bookmark: _Toc209780812]Section 4 – Development and Review
[bookmark: _Toc97123673]Drafting
[bookmark: _Toc97123674]Working group
Authors may want to form a time limited working group of key CHS team members and consumers, including experts on the topic and all relevant areas of CHS. For example, a consumer handout on bronchitis in children should involve not only paediatrics but also other areas that may care for these consumers, such as the Emergency Department, Pharmacy or Community Nursing.
[bookmark: _Toc97123675]Gathering evidence 
[bookmark: _Toc528592030]To make sure the consumer handout is evidence based and meets the needs of stakeholders, the author should gather information from reputable sources. The author should include references and acknowledgements in the handout where applicable.
[bookmark: _Toc97123676]Naming the consumer handout
It is very important that the name easily identifies the content of the consumer handout. The Consumer Handouts Team can provide guidance around this by emailing consumer.handouts@act.gov.au.
Consideration should be given to how CHS team members might search for the consumer handout on the Policy and Guidance Documents Register.
Consideration should be given to the words consumers are familiar with and would use to search the CHS website in addition:
the title should be as short as possible
title should start with words that describe the subject or issue to help those who may search for consumer handouts alphabetically  
language should be simple and plain
[bookmark: _Toc528592031]acronyms or abbreviations should not be used (in some cases, the service might be known as an acronym. In these situations, the acronym can be used in the title and expanded in the beginning of the consumer handout. This also applies if the expanded acronym is too long to include in a title).
[bookmark: _Toc97123677]Format
[bookmark: _Hlk42089195]Consumer handouts are to be developed on the A4 consumer handout template unless the handout is an essential handout being designed by the Strategic Communications team.  
[bookmark: _Toc97123678]Images
CHS must have permission to include any images used in consumer handouts:
If the image is sourced internally (such as a photo or drawing from a CHS team member) permission must be given in writing for the image to be used. If people are included in a photo, they must also give their permission in writing for the image to be used.
If an image is sourced externally, permission must be given in writing by the image owner. This includes images that are found on the internet.
If the author is unable to source an appropriate image, contact the Consumer Handouts Coordinator via email at consumer.handouts@act.gov.au who will source an image for the consumer handout. In some cases, Strategic Communications may need to source images. 
[bookmark: _Toc528592032]Essential consumer handouts requiring the graphic design services of CHS Strategic Communications must have content endorsed by the Consumer Handouts Committee before design work can begin.
[bookmark: _Toc97123679]Key considerations
Remember that consumers may be distressed or distracted when they receive information about their health. It is important that it is written in a way that it easy to read and understand and makes sense when the consumer reads it again at a later time. This means using short sentences and simple, common words rather than jargon.  
We aim for a maximum year 8 reading level for consumer handouts. Authors can use one of these sites to help check the writing level in handouts: 
http://www.readabilityformulas.com/  
http://www.hemingwayapp.com/ 
https://www.sydneyhealthliteracylab.org.au/health-literacy-editor 

The author/s should consider the following when developing a consumer handout:
Include the information consumers need to know. 
Ask real consumers to review every handout to check if it makes sense, uses simple words, and feels respectful and inclusive.
Include contact details for the service so consumers can ask questions about the information in the handout.
Consider pictures or photographs to help clarify the message. (Pictures are only included in A4 handouts if they will enhance the consumer’s understanding of the information.)
Consider diagrams to help clarify the message.
All images and diagrams need to include Alt text to make them accessible.
Tables should only be used if there is no other way to display the information. Using headings and dot points is a more accessible way to present information. If using tables, they must be formatted according to the handout template.
If the intended audience of the handout is children and young people, use language, content and visuals that are developmentally appropriate.
Ude plain and simple language:
· the active voice
· clear messages
· language at year 8 reading level or below
Wherever possible, gendered words such as male, female, mother, father, woman, man should not be used in consumer handouts. This ensures consumer handouts are suitable for all those who use our services. For help with degendered language, contact the Consumer Handouts Team via email at consumer.handouts@act.gov.au.
Consumer handouts should be suitable for Aboriginal and Torres Strait Islander consumers. Cultural protocols must be considered where handouts have names or images of deceased Aboriginal and/or Torres Strait Islander people(s). Contact the Aboriginal and Torres Strait Islander Liaison teams for more information on:
· Canberra Hospital and University of Canberra Hospital, Aboriginal and Torres Strait Islander Liaison Service (02) 5124 2055
· North Canberra Hospital, Aboriginal Liaison (02) 6264 7097 or (02) 6201 6283
· Mental Health, Justice Health, Alcohol and Drug Services, Aboriginal and Torres Strait Islander Liaison Service (02) 5124 6790
The minimum font size used in handouts should be 12 point.
Review the Canberra Health Services Style Guide, available on the Consumer handouts health hub page.
Review the Canberra Health Services tone of voice guide on the intranet
[bookmark: _Toc528592033][bookmark: _Toc97123680]Accessibility statement 
The accessibility statement below is a requirement for all consumer publications and should be placed at the end of your handout:
	Acknowledgement of Country 
Canberra Health Services acknowledges the Ngunnawal people as traditional custodians of the ACT and recognises any other people or families with connection to the lands of the ACT and region. We acknowledge and respect their continuing culture and contribution to the life of this region.
© Australian Capital Territory, Canberra 2026
	Accessibility  call (02) 5124 0000
 Interpreter  call 131 450
canberrahealthservices.act.gov.au/accessibility


The “Consumer Approved” logo will be added to the final consumer handout by the Consumer Handouts Team or CHS Strategic before it is uploaded to the Policy and Guidance Documents Register.
[image: Consumer reviewed logo
]
[bookmark: _Toc97123681]a Consumer Approved logo
Consultation
[bookmark: _Toc97123682]Consult with CHS team members
[bookmark: _Toc528592037]It is important that authors consult with relevant clinicians and other CHS team members when developing a consumer handout. Remember that if the consumer handout will be used in other areas, the author/s will need to include clinicians/CHS team members from those areas in consultation.
[bookmark: _Toc97123683]Consult with consumers 
Consumer consultation is essential during the development of a consumer handout. Key users of a proposed consumer handout and those it will affect must be consulted. Author/s must consult with a minimum of three consumers. A single person is not a reflection of all audiences. For a more complex or widely used handout, authors will need to consult with a larger number of consumers from the services where the handout is likely to be used. 
Consumers can be involved at any stage of the development of a handout but must be consulted during the drafting phase. The Consumer Handouts Coordinator can provide authors with advice on how to gain consumer feedback of the consumer handout.
[bookmark: _Toc528592038]Consumers can choose to remain anonymous. Please state the relationship of the consumers to the service on the consultation summary.
[bookmark: _Toc97123684]Testing the draft
[bookmark: Second]When the draft is complete, check that people with no prior knowledge of the handout can easily understand the key messages. Ask other CHS team members and consumers to read the draft and provide you with feedback.
To help the author with consultation, a short survey for use when consulting with consumers about the handout is available on the Consumer Handouts health hub page.
The consumers consulted with will depend on the topic covered in the handout. For example, if the handout is about:
breastfeeding, author/s should consult with women who are currently breastfeeding 
a broader topic such as consent will need wider consultation. Involving an organisation such as the HCCA may be the best way to consult consumers
carers or topics that impact carers, talk with Carers ACT about how they can help consult with the target audience
mental health, talk with the ACT Mental Health Consumer Network about how they can help with consultation. 
Ensure appropriate consultation with consumers who will use the handout, including Aboriginal and Torres Strait Islander people, people from multicultural backgrounds, people with a disability, and LGBTIQA+ consumers.
HCCA convene several consumer reference groups that can be consulted on handouts relating to:
health of older people
quality and safety 
The author/s must allow a consultation period of six weeks when working with external organisations. Be clear that feedback is sought from consumers, not just their organisation. Feedback provided by staff of a consumer organisation is not considered consumer feedback.
It is useful to tap into existing networks that engage with population groups with specific needs. If clarity is needed about the best consultation approach, email the Consumer Handouts Coordinator for advice via email at consumer.handouts@act.gov.au. 
Prior to releasing a consumer handout for consultation, make sure each page of the handout is clearly marked ‘Draft’. This ensures it cannot be confused with an endorsed handout.  Author/s will need to have a system for version control as ongoing changes will be made to the draft before and after consultation.
[bookmark: _Toc97123685]Managing consultation feedback
When circulating a handout for consultation, identify the scope for comment so that stakeholders are clear about what their feedback should cover.
For handouts requiring a broad consultation across the CHS Network a consultation page can be requested by contacting the Consumer Handouts Coordinator via email at consumer.handouts@act.gov.au.
[bookmark: Third]To keep track of any feedback received and to indicate whether you have made changes based on feedback, complete the Health information sheets Consultation Feedback Form available on the Consumer Handouts health hub page. Authors can accept the feedback and respond by making changes to the draft or explain why feedback is not going to change the draft. Author/s must record if someone offers no response or responds stating no changes to the handout are needed. Minor feedback relating to formatting, spelling, grammar and typing mistakes can be summed up as ‘minor editing and amendment’.
[bookmark: _Toc97123686]Divisional Approval
Consumer handout development submission and endorsement forms need to be signed by the appropriate Division Executive Director / Executive Group Manager.
Please also check whether there are any divisional governance committee processes that you need to follow. Gain any necessary divisional endorsement before continuing to the next section.
Consumer handout development submission and endorsement forms are available on the consumer handouts intranet page or Policy and Guidance Documents Register.
Back to Contents
[bookmark: _Toc209780813]Section 5 – Submission to the Consumer Handouts Committee
The Consumer Handouts Committee meets on the first Wednesday of every third month with reviews out of session every month. Submissions for meetings must be received by midday ten business days before the first Wednesday of each month.
The following items must be included when submitting a consumer handout to the Consumer Handouts Committee for endorsement:
[bookmark: Forth]A copy of the final draft version of the consumer handout. Please send it through in Word format. Do not scan and send. 
The Consultation Feedback Form, including consultation with consumers. Also attach the surveys consumers completed if you used them.
The submission for approval form signed by the author and the appropriate person as listed in the Divisional Approval of Section 4 above.
The Committee will review the submission. If any concerns or questions are raised before the meeting, the secretariat may seek clarification from the author before the meeting. In some complex cases, the committee may invite the author to attend the meeting.
Possible outcomes from the meeting include the handout:
is endorsed
is endorsed pending minor changes
requires moderate changes. Once amended it will be reviewed for endorsement by the Chair or committee members out of session as soon as possible
requires significant changes and must be re-submitted to the committee.
Once the handout has been endorsed, the Consumer Handouts Coordinator will finalise the formatting, including checking the accessibility of the document for people who use a screen reader. Endorsed consumer handouts are uploaded to the Policy and Guidance Documents Register and the author will be informed. 
If the consumer handout has been requested to be added to the CHS website, the Consumer Handouts Coordinator will arrange this.
Back to Contents
[bookmark: _Toc209780814]Section 6 – Document Management and Implementation
[bookmark: _Toc97123689]Implementation
Authors / Divisional owners are responsible for the implementation of consumer handouts, ensuring CHS team members are informed that the new or revised consumer handout is available. This can be in the form of an all CHS team member email, discussion at team meetings, inclusion in the CHS Weekly Check Up / NCH InSynch, article on the Healthhub or targeted to specific areas. CHS team members should ensure that endorsed consumer handouts are available for consumers.
[bookmark: _Toc209780815][bookmark: _Toc97123690]Section 7 – Printing Consumer Handouts
Always print A4 consumer handouts directly from the Policy and Guidance Documents Register. Never print a bulk lot in advance and do not save them to a computer or local drive. This ensures consumers are always given the most up to date version. All consumer handouts on the A4 template are to be printed by local areas as needed.
Essential consumer handouts
Essential consumer handouts for CHS facilities and services are printed in a yearly bulk print run and stored. A list of essential consumer handouts can be found on the Policy and Guidance Documents Register.
To request printed copies of the essential consumer handouts, contact the ward clerk or administration officer in your area, where applicable. Alternatively, email the Consumer Handouts Coordinator via email at consumer.handouts@act.gov.au to request delivery. Please include the delivery address, a contact person and phone number in the email.
Professional printing of service specific consumer handout
To request professional printing of service specific consumer handouts and posters (that are not included on the list of essential consumer handouts and not in A4 format) please contact the CHS Strategic Communications Team CHSComms@act.gov.au.
Back to Contents
[bookmark: _Toc209780816]Section 8 – Consumer Handout Evaluation
Evaluation is to be completed by the local divisional owner and should measure and assess the impacts and merits of the consumer handout. Evaluation should determine appropriateness, effectiveness and efficiencies related to the consumer handout.
When evaluating existing consumer handouts consider:
Is the Handout still required?
Does it reflect best practice? 
Is it used to support clinical care? 
Does it align with a CHS Policy and Procedure or a CHS Framework?
Consult with consumers to make sure the handouts helped them. If they have suggestions or found something confusing.
Does the consumer handout need to be made available in another format, e.g. easy English, other languages, social story.
To ensure existing CHS consumer handouts remain relevant and effective, they need to be evaluated and reviewed within the timeframe set by the Consumer Handouts Committee. All consumer handouts will include a review date when they are uploaded to the Policy and Guidance Documents Register and author will be informed of the review date once the consumer handout has been uploaded. 
Some consumer handouts may need to be reviewed before the official review date if:
an incident has occurred
consumer feedback indicates a review is required
there are changes to:
· legislation
· best practice
· policies
· clinical information
· processes
· specific details.
Back to Contents
[bookmark: _Toc209780817]Section 9– Special Processes
[bookmark: _Toc40104742][bookmark: _Toc97123693]Consumer handouts in languages other than English
If possible, you should provide relevant translated materials to consumers with limited English.
Approved translated materials on specific health conditions are available from these websites:
Mental Health: https://embracementalhealth.org.au/index.php 
NSW Health - Variety of topics: https://www.mhcs.health.nsw.gov.au/ 
Queensland Health - Variety of topics: health.qld.gov.au/multicultural/public/language
Health Translations Directory - Victorian Government: healthtranslations.vic.gov.au/
If materials are not available in the language you need, you should explain essential information to consumers using a professional, accredited interpreter. Search Interpreters on the health hub for more information and refer to Language Services - Interpreters and Translated Material Procedure. It is important that handouts intended to be translated into another language are developed in close consultation with consumers from that group.
If you decide to translate existing or new health information sheets to languages other than English, contact the Policy and Consumer Handouts Team for guidance consumer.handouts@act.gov.au. 
The Division that owns the consumer handout is responsible for covering the costs involved in translating their consumer handouts.
Note: 
Before seeking a translation of a CHS English handout into another language, the written content of the English handout must be endorsed by the Consumer Handouts Committee. Failure to do so may result in a second translation being needed to incorporate changes from the committee.
[bookmark: _Toc97123694]Consumer handouts in other formats
Once a consumer handout has been endorsed, it can be translated into other formats to make it more accessible for consumers. Other formats include:
easy English
large print
social stories
Please contact the Policy and Consumer Handouts team via email at consumer.handouts@act.gov.au for more information about how to develop consumer handouts in other formats.
Consumer handouts with references to medications and dosages
Consumer handouts that contain references to specific medications must be reviewed by the Chair of the Medication Safety Committee.
Requests to develop or review a consumer handout will be checked by the Policy and Consumer Handouts Team for references to specific medication. If specific medication is referenced, the Policy and Consumer Handouts team will forward the request to the Chair of the Medication Safety Standard Committee for approval. 
If the request is not approved by the Medication Safety Chair, development of the handout cannot proceed.
[bookmark: _Toc97123695][bookmark: _Toc40104743]External organisations
[bookmark: _Toc97123696]Amending a handout from an external organisation
Externally sourced consumer handouts may need to be amended to better suit local needs.  Examples include adding local contact numbers or operating hours. To reduce the risk of duplication and ensure the handout meets CHS criteria you must get approval from the Consumer Handouts Committee to use a handout from an external organisation.
An Initiation request form must be submitted and email evidence supplied that permission has been given by the organisation that owns the document to make modifications. 
[bookmark: _Toc97123697]External handouts 
External organisations may have developed useful handouts.  Handouts that don’t need any changes can be accessed and printed directly from the organisation’s website if that organisation has been endorsed by the Consumer Handouts Team. To check which organisations are endorsed, search ‘website’ on the Policy and Guidance Documents Register. The search can also use one word related to the topic or the organisation name. Each placeholder includes the website address of the organisation in its title.
Author/s can ask for an external organisation to be approved by the Consumer Handouts Team if:
they have resources for consumers
they fit the criteria for use by CHS (resources have been developed with consumer input and are evidenced based) 
we have permission to use their handouts.
[bookmark: sevan]If the site meets all these criteria, submit a Request for approval of external organisation: consumer handouts for consumers form and complete the website placeholder request template and send to consumer.handouts@act.gov.au. 
Any request to approve an external organisation will be assessed by the Consumer Handouts Team and once approved, a placeholder uploaded to the Policy and Guidance Documents Register.  
Where there are multiple external websites for one condition, theme or topic, these will be placed on a combined website placeholder so that all information and resources is in one place.
The Consumer Handouts Team will:
ensure all processes have been completed correctly
have the Chair of the Consumer Handouts Committee sign the final endorsement section of the Request to add external site to approved list form
update the Approved external websites for downloading and printing handouts for consumers list on the Policy and Guidance Documents Register.
The person making the request will be notified if/when the organisation has been approved.


Note: 
[bookmark: _Attachment_1_—]Divisions must review the accuracy of the information and need for approval of these organisations every three years.
[bookmark: _Toc97123698]Archiving a consumer handout from the Policy and Guidance Documents Register
If a handout is no longer accurate, out of date or no longer needed, it must be taken off the Policy and Guidance Documents Register and saved in the Archive Library. 
To have a consumer handout archived, complete a Request to archive form, available on the consumer handout intranet page. The Consumer Handouts Team will notify you once your handout has been archived. If access to a handout that has previously been archived is needed, contact the Consumer Handouts Team. 
Requests for an extension of a review date
An extension of a review date may be considered under the following circumstances;
The document needs to be safe for CHS team members to use and reflective of current practice – a minor amendment can be done to meet this
Extensions can only be for three to six months long and only one extension will be granted.
There is a major change to the service under implementation that will affect the content of a consumer handout
An extension will not be granted for reduced CHS team member numbers/increased workload/CHS team members being on leave as divisions/areas are informed six months prior to the due date that the document is coming up for review and areas should use this to manage the time frame for the review. 
An extension will not be granted for a document that is already overdue.
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[bookmark: _Toc176348490][bookmark: _Toc209780818][bookmark: _Hlk43366294]Evaluation
Outcome Measures
10% or less overdue for review consumer handouts on the Policy and Guidance Documents Register.
Method
6 monthly reporting to Network Partnering with Consumers Committee on overdue for review consumer handouts.
Monthly reporting to Canberra Hospital Operations Committee and North Canberra Hospital Operations Committee and to the executive office of each area monthly.
Back to Contents
[bookmark: _Toc209780819]Related policies, procedures, guidelines and legislation
Policies
Partnering with Consumers Policy
Clinical Governance Policy
ACT Language Services Policy 
Language Services – Interpreters, Multilingual Staff and Translated Materials Procedure
Training and Education Procedure
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[bookmark: _Toc209780825]Attachment 3 Tips for writing simply
Keep sentences short.  Aim to write sentences no longer than 20 words.  If a sentence is 30 words or more, it must be broken into two or more sentences. For example:
· instead of:
· Holding your baby’s leg around the thigh with the lower leg not touching anything else, stroke the outer edge of the foot with the back of your fingernail.
· consider:
Hold your baby’s leg around their thigh with their lower leg not touching anything else. Use your fingernail to stroke the outer edge of their foot, behind their ankle bone and up the outer part of their calf. A diagram or image would also be helpful to show the correct position.
If you can’t easily break a long sentence into shorter, simple sentences, consider using dot points.  For example:
· [bookmark: _Hlk61866056]instead of:
The information that will be collected includes date of birth, sex, postcode, medical records number, details of the procedure including cardiac event history, results of the procedure and other clinical information related to your health.
· Consider:
We will collect:
your date of birth
your sex
your postcode
your medical records number
details of your procedure including whether you have had any heart problems before
results of your procedure
other clinical information about your health.
Choose words which have the least number of syllables. Try not to use words of more than three syllables.  Sometimes this can mean rewriting your sentence or paragraph to include the shorter word/s. For example:
instead of: 
Interventions without using drug treatment, involving a patient/consumer-focussed, psychosocial, multidisciplinary treatment approach to find out and address stressful events such as:
·  illness, 
· care needs, 
· poor sleep or 
· pain are recommended as first-line treatments.
consider:
Before using medicines, a team of health professionals will work with you to look at things like 
· illness, 
· care needs, 
· noise, 
· poor sleep or 
· pain that might be affecting your symptoms.  
If possible, these things will be managed without medicine.
Write in a personalised way.  ‘You’ for the person you are giving the information to. ‘We’ for Canberra Health Services.  For example:
· We want you to be safe during your stay with us.
Keep CHS team member positions simple, like doctor or nurse (capitalised only when the role forms part of a person’s name, like Nurse Smith, or title, like Clinical Nurse Consultant). Position titles like Consultant Endocrinologist are usually not necessary in consumer handouts. Consider using the term ‘doctor’ instead.
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Check the Policy and Guidance Document register to confirm there is not currently a handout that meets the service 

needs

Complete the initiation request form and submit it to consumer.handouts@act.gov.au  Once approved you will 

receive email confirmation

Recommended: Complete the ͚writing for 

consumers͛�eLearning in HRIMS and send the 

draft to consumer.handouts@act.gov.au for a 

health literacy review

Draft the handout on the correct template

Complete the consultation summary with feedback from staff and a minimum of 3 consumers

If your handout is CHS wide contact consumer.handouts@act.gov.au to create a consultation page

Complete the ͚Submission for Approval͛�form and have it signed by the ED of your division

Send your submission to consumer.handouts@act.gov.au including:

 

Final draft handout

 

Signed Submission for Approval Form

 

Consultation summary with all feedback from staff and consumers.

Once your handout has been reviewed by the consumer handouts committee you will be provided the feedback and 

an outcome for endorsement these could be:

Endorsed 

Endorsed pending 

changes 

Resubmit for out of 

session endorsement

Resubmit to the full 

committee

The Consumer 

Handouts 

Coordinator will 

finalise and 

upload the 

handout to the 

register

Recommendations form 

the committee to be 

addressed send back to 

consumer.handouts@a

ct.gov.au to be finalised 

and uploaded to the 

register

Recommendations form 
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addressed and resubmit 
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consumer.handouts@act.

gov.au 

Once endorsed out of 

session the handout will 

be finalised and uploaded 

to the register

After addressing the 

committee͛s feedback 

resubmit to 

consumer.handouts@act.

gov.au 

Your handout will be 

tabled again at the next 

committee meeting for 

endorsement.

Once endorsed the 

handout will be finalised 

and uploaded to the 

register
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