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Health Literacy and the Web:

Is your health Web site easy to use?

sl
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We are online...

+ 74% of American adults
+ 95% of teenagers

...looking for health information.
+ 8 in 10 Internet users (roughly 61% of adults)

+ 6 in 10 say their most recent search had an
impact on their health or the way they care
for someone else

We struggle with complex health information

+ As many as half of U.S. adults (40-50%) have limited
literacy skills.

+ As many as 9 out of 10 American adults have limited
health literacy skills.

+ The number of older adults using the Internet continues
to grow. They are affected by age-related changes in
vision, hearing, and cognition.
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Usability:

How well users can learn and use a product to
achieve their goals and how satisfied they are
with that process.

Health Literacy:

The ability to understand and use health
information in everyday life.

ALL users benefit from improved usability

Prototype Web site (designed to support users with limited
literacy skills) as compared to original site

Time on Task Original Site Prototype Improvement
(Mean) High Literacy Users:
High literacy 14:19 5:05 +182% | 3xas fast with the
revised site
Lower literacy 22:16 9:30 +134%
93% success rate
5 g ) on revised site
All users 17:50 6:45 +164% (compared (o 68%
Satisfaction Original Site Prototype Improvement with original)
(Mean)
High literacy 3.73 4.58 +23%
Lower literacy 3.54 4.38 +24%
All users 3.67 4.51 +23%

Source: Summers, K., & Summers, M. (2005). Reading and navigational
strategies of Web users with lower literacy skills.




11/15/11

Plain Language 101

The Plain Writing Act of 2010

All new publications and forms must be written
in a “clear, concise, well-organized” manner that
follows the best practices of plain language.




Using Plain Language

Plain language is a strategy for making written
and oral communication easier to understand.

Key elements of plain language include:

+ Use simple language and define technical terms.
+ Use an active voice.

+ Break complex information into short chunks.

+ Put the most important information first.

Reducing animal food products and substituting low-fat or
nonfat for whole dairy products can lower the amount of
cholesterol in your body.

Instead, try:

You can lower the amount of cholesterol in your body by
reducing animal food products...
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User-centered Design

Focus Task Flow Card Usability
Groups Analysis Sorting Testing
- ' ! ]
User Identify &
Centered o-=~~ Organize

Design Content

Collaging Interviews Prototype Testing
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Strategies

For writing and designing easy-to-use
health Web sites
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Health Literacy Online

A guide to writing and designing ) 1 5 StUdIeS
easy-to-use health Web sites * 750+ users

* Recruited adults w/
limited literacy skills

o Strategies

e Actions

o Testing Methods
e Resources

Best practices in:
* Web design

* usability

* accessibility

http://www.health.gov/healthliteracyonline/

More often than not, it’s poorly
designed Web sites — more than
limited literacy skills — that contribute
to users’ challenges online.




11/15/11

Audience
Content
Display
Organization
Navigation
Evaluation

2 o ol e

Actions at a Glance

1. Identify your users:
Who are they?

2. Understand their motivations:
Why are they here?

3. ldentify users’ goals:
What are they trying to do?




User Testing Methods to Try

+ Individual interviews

+ Focus groups

+ Personas and scenarios
+ Collaging

healthyrome

will Keira

Demographies:
* 43 years oid

* A veteran, married to 3 smoker o

has 2 kids (14 &11) — T with Demographics:

a 1o 36 years old

# Long-time cumer of 3 single-farmily, = Community Health Worker
2devel home i 3 rural ares e Tyearscle .

= Healthy Homa = Clean hone

Primary information needs:
* How-ta projects to do o

oF

= Healthy Home = The 7 Principles of
y H

Primary information need:
* One-stop “shopping” *

“| don't really trust a lot of the
information out there, but if |

need to fix something and my
friends and neighbors haven't
done it before, I would go to a
website to find out how to do
it the right way.”

Also interested in:

* Satety information o

= Easy ways to prevent of

Somewhat tech sawvy:

desktop computer at worl
cene, but dossnt h

EE— High

end on the et Proficiency

= Regularly uses the Internet
‘and smart phane for work

ot action steps that

healthynomes gov

“The national Web sites are
okay and give me information

but they don't help me give
information to my clients. | really

need a site that's consumer-
oriented, how can | help people
change their behaviors?"”

Internet Proficiency
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Craig - County Health Professional

+ 42 years old
+ 18 years of experience
+ Advanced Healthy People user

i

Goals:

+ Wants to align local with national objectives

+ Looking for implementation guidelines

+ Interested in building partnerships

+ Wants to use as a tool to set spending priorities
+ Willing to share best practices if there was a tool

1. Audience
2. Content

3. Display

4. Organization
5. Navigation
6. Evaluation
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Web users want to...

...quickly and easily:

+ Understand the health problem or behavior
+ Find out how to take action

27 seconds

11/15/11
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B Neverrter 142011

HealthCare.gov

Take heakh care into your own hands

Find Insurance Get Help Using The Health Care Law & Comparing Care
Optiona Insurance You Providers

Home | Bog | Newsoom | Vidsos | FAGs | Giossary | Teese AA A | En Espater

Your Health Care, Explained

Explore your coverage
& pricing options

? Get consumer

ass n your state
1234
Tharks o Se Adt, your over
Good News for People s S et S o Krhenng o
with Medicare sav o= eragn o/ 50 s paion
Road the news release.

Actions at a Glance

1.
2.
3.
4.
5.

Put the most important info first.

Describe the health behavior. Just the basics.
Provide specific action steps.

Write in plain language.

Check content for accuracy.
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Engage users with Interactive Content

+ Invite users to customize content and
provide feedback.

+ Email information to a friend.

* Print out a recipe.

» Take a poll or rate the information on the site.

» Use a calorie or BMI calculator.

» Enter personal data like age or weight to get tailored tips.

+ Interactive tools increase engagement.

Health Conditions
& Communities

{o Know

11/15/11
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Find heatth acvice for you
OF SOMECNe you Care
Who are you trying to help
today?

O Me

© Someora Else

O My Chid

Age: TS Sax: () Female

]

myhealthfinder Results e

The following recommendations come from the U.S. Preventive Services Task Force.

You said you want to help a child aged 4. Talk with your
child's doctor about these important ways to stay healthy:
www.healthfinder.gov

= Geta Flu Shot
Afier age 6 months, your child reeds & flu $hot every year.

= Get Your Child's Shots on Schedule
Check with your doctor 10 find out which shots your child noeds.

= Get Your Child's Vision Checked
Have your child's vision checked by age 5,

» Take Care of Your Child's Teeth
Talk %o a doctior or dertist about fluoride starting at age 6 months.

User Testing Methods to Try

+ Use card sorting to find out how users rank content by
most useful/least useful or most likely to do/least likely
to do.

+ Build a paper prototype to find out what content users
are most likely to “click” on.

+ Test user comprehension using content in a paper
prototype.

11/15/11
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Typical F pattern

11/15/11
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Skip instead of Scan

Users with limited literacy skills...

+ Skip over entire chunks of dense text
* >3 lines of text triggered skipping
* Numbers, %, big words triggered skipping

+ Start clicking on links instead of reading the content
+ Land in the middle of the page

Whenever possible, use bulleted lists and short
sentences. Limit text to 3 lines.

Focus on the Center of the Screen

Users with limited literacy skills...

+ Have a narrow field of vision

+ Rarely scroll

+ Mistake content in the right margin for ads

Keep key text above the fold.
Use left and center navigation elements.

11/15/11
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) Prospactive Mermbars ] Employer Ll Media Brokers 1] Job Seckers

Important notices
Laarn about haalth cane referm in action.
We're remodeling our website: You may notice sections that look different as we phase in improvements.

Health and wellness ~ Health plans and services

Protect yoursel and your famiy: Gat ‘Q A perfect masch of chaoice ane price: Apply far
¥ocEnated for My and whaong cosah. enage.
Heathy moves Mars for peace of mind
Pamping iron Sat your thing? Step yeur wiry iaes shaoe LGNG YO COVRTROR? We Can Rep.
with Every Body Walk! Explore individual 30d famiy 2408
Patient safety> 1L maya.you a0 belp Get covered: Check out owr piana for current and retired
From scremning Lo trestment: CANCRS IRSCUICES fedec e=oioyees.
© Eegtured heolh tooics ® Meokatoos Ate 2
© Meakh closaes © Lagwin.en esoaicl Now that we've found each cther
@ ® Mo, Dt marer, mest Katsax Parmaneste,
SUb undecded? Walh 8 wides o8 how our hestth plan
works for you.

7 My health manager
Ready for & new you? Take o Lot heatts

ﬁ ASEESSMENL, 06 3 CUSLOM DCTIN D, L_ }___News Center i

Easily Overwhelmed

+ Even content written in plain language can be
overwhelming if too much text is together in one
paragraph or there is not enough white space on
the page.

Bulleted lists minimize the amount of text on the
screen.
White space makes text easy to read.

11/15/11
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Layout:

Limit paragraph size.
Use bullets and lists.

Use familiar font in at
least 12 points.

Use white space and
avoid clutter.

ational Institutes of M

I MedlinePlus

Drugs & Supplements N Videos & Cool Tools L essanod |

OtherTopks: A 8 € D € F G H | J KL M NOPQRSTUV W XZ AlTopks

Search MediinePlus |

Latex Allergy

- =]

Related Topics

Aleesy
mane Sritem

« Qo=

1 you are atergic to ate
It That way, you can red
o gloves and condoms.

Get Latex Atiergy updates by
. s 2
il @ e

Start Here
« Tigs to Remembar. Latex Atecgy (Amesican Acadesny of Alkrgy,

Asarvice of the U.S. National Library of Medicine
N

oalth

Use Images Lungs and Breathing
= Use simple, realistic line
drawings to illustrate _—
. asal Cavity — J =
medical concepts . iy
Trachea
= Use photos of “real” o
Lung —— —Ploura
people rather than . o
models or illustrations p—
= Include a caption
‘www.nim.nih. i fof ing.html

11/15/11
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4 rules to follow when using links:

1.
2.
3.
4.

Make links obvious (underline them)
Make links long enough to “grab” easily
Use descriptive link labels

Limit the number of links on the page

Good Not So
Good

Online for g and e Mealthy Meals
1 e 1 of 2000 Govemndr Darvil Patrck sgned an Exscatve To lose weight, You must use up more calories than you take
Oroer sequirng ¥ Agencies 15 fllow e Massachusets Sl in. Since one pound equals 3,500 calories, you need to reduce
Food SIn0ards ensuring Tat heatlyy meals and snacks wik be your caloric Intake by S00—1000 calories per day to lose about
Srovided 10 T Chonts and pationis. The SInGaTs ercourage 1to 2 pounds per week.!
Bodhy 4000 OOEON SUCh dh. Whol (. Yuts #0d vegelaties 2

Once you've achieved a healthy weight, by relying on healthful
referadly Iocaly Qrown ), M cots of el N Souly, slematve eating and physical activity most days of the weex (about
SO SSUACRS Nd non-tal Gary. 6090 minutes, moderate intensity), you are more likely to be
Avough for state e 51 and e successful at keeping the weight off aver the long term,
ACOTRANTYNg 15008 Wil Nl Ay COMOaNTY PFOVIOR Realtte fooos Losing weight is not easy, and it takes commatment. But if
150 thelr empicyess or the Incivicals Dey serve. Aucio and YVigeo you're ready to get started, we've got a step-by-step guide to
Clos 8 Proganng Hoay Meals 15 @ coBIon of Sudo g vioed help get you on the road to weight loss and better health.

£O0CASES, SOMS 15 SPanish, Sroviaing Quick 1o for making
CRANgeS, I0AmIng Aow witys 10 00F0RCH e DaSics aNd SaSy 030
sstsnons for your food servics. Haalty Bating and Nudsien
Raosrses Oniog & & compnebanaive Soary of Inks 10 8 virety of
1eS0URTES INCONg feceral 00 SN0 Bgencies, NONpt

par 20N W and oUnary NSO
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Attractive things work better.

Donald Norman, Emotional Design, 2004

Audience
Content
Display
Organization
Navigation
Evaluation
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The Basics

+ Information architecture is the way information is
categorized on a Web site.

+ It typically involves a category structure and labels.

+ Good content organization enables users to find
information quickly.

Tip: Use labels that reflect the language of your users.

e |
\ Olvnce v @ S B @
YAHOO!, HEALTH [Gsee | messewcn

Topics
Agng & Largevey
Beausty & Sin Cave
Cxarcien & Pioess

Roflove: 33 tee haw yoe Can povtect your enamel

‘ (Rram
i gl s CI T —

For pwana sprng cleaning, ook 1 & A Ingrediast iat on e kel and dllow

T8 aman Shopping advice. Find ot s m Vitad Firds For Your Heath
By Prwvectir

Health Expert

Haam Cara
Men's Healh
Mertsd Heait
Nusrmos
Oral Care
Parerteg

AB Houlh Exgarts Posts »

SPONSORED LINKS
Can . \ Pubic Health
Eam 3 pubic heat™ cegree onine. Respecand
. Mac's Secress of Eat Ths, Nt Thae Y Hean ABIRbie. Aomesend
Longmety Duwwet Zycoarn Live Colter Cox w—wAPUS.s0u
N Are Energy Drinks Tsunami Waming & $79Mr Job - 268 Openings
Ext 5 Smader Mosis  Dangerous? Drsaster Mk $70% Working From Home. As seen on
Every Day to Boost Preparodness CNN & FOX News.

Enesgy www hound comjobs’
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Create a simple and engaging homepage

EOSTETES

PLANNED s
PARENTHOOD DONATE

HEALTH INFO & SERVICES GET INVOLVED ABOUT US

FIND A
HEALTH CENTER

"a

STAND WITH PLANNED PARENTHOOD
Tell Congress that Planned Parenthood neads federal funding
for birth control, cancer screenings, HIV testing, and other
lifesaving care.

WE'LL HELP YOU FIND
ouT
GEY 8T,

o
pregnant?

11/15/11
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p Weight Cantrol MedinePus
@ (@) (20) (M) (ol merocs rwww sl i gov/ mediinepiuns wesghtcontrol ami Tv) GR cone

~ Garting Staried Latess Meadines B Vedow Fages HARVEST OV hewihiedergoe K Sharepeiod Prev D8 Yahoo Gosgfe Naps News = Pogalar =
Weight Contral: Medinerien O

rYaMedlinePlus e ooy e

Trusted Health Information for You

bout MedlinePhes Site Maa EAQs Contactts Soarch MedtnoPlus
Health Topics Drugs & Supplements § Videos & Cool Tools
OtherTopics=: A 8 € O € F G H 1 J KL MNOGPQRST UV W XYZ AllTopics

Weight Control

- e Qo

f you are overweight, you are not alone. Sixty-six percest of adults in the
US. are overweight er ohese Achieving a healthy weight can help you
control your cholesterol, blood pressure and blood sugar. & might also help
You prevent weight-related diseases, such as heart disease, diabetes,
anthritis and some cancers.

Eating 100 much or not Being physically active enough will make you
overweight. To maintain your weight, the calories you eat must equal the
energy you burn. To lose weight, you mwst use more calories than you eat. A
weight-control strategy might inchsce

* Choosing low-fat, low-calorie foods
« Eating smaller portions

Easy access to home and menu pages
Make sure the “Back” button works

Difficulty Searching

Users with limited literacy skills...
+ Avoid searching

+ Prefer to browse topics using an alphabetical or
topic list (even if the list is long)

Include both a search function and other ways to
browse content (topic or A-Z list).

Be sure to compensate for misspellings in the search
box and limit the number of results.

11/15/11
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Simple Search and Browse

http://nihseniorhealth.gov/

Find a health topic by:
First lotter
ABCDEFGHIJKLMNOPQRSTUVWXYZ
Categories Featured Topic
* Bones and Joints * Momory and Mental Health
* Cancer * Treatments and Therapies
« Diseases and Conditions  « Vision and Hearing
* Healthy Aging
* Heartand Lungs o All Topics A-Z

Medicare Basics for Caregivers

those you care about stay healtry.
Chocse a topic arca below to get started.

Y Nutrition and Fitness
Get rriion and finess Sps
for e whole famby.

i Important Screening

Tosts

‘ Find out which scresaing
tosts you need
Pregnancy
Got 4ps for 8 healtyy
Pregaancy.

For Parents
Help your kids grow up
heatey.

Heart Health

Public Health and
Safety

- Help keop your famiy and
community safo.

www.healthfinder.gov/prevention

Quick Guide to Healthy Living
Weicome to the Quick Gude to Healthy Living. Find information and tools 10 holp you and

HIV and STDs
Protect yoursalf from
MV and other STDs.

h

Cancer Screening
and Prevention
Worried about
cancer? Get answers.

Everyday Health
and Wellness

Ao you dong encugh
1 stiy healthy?

For Older Adults
Health tps for clder
acuits.

11/15/11

25



Limited Working Memory

Users with limited literacy skills...

+ Reach information overload quickly — it takes
concentration and effort to read text on the screen

+ Are less likely to remember content from previous
pages
+ Rarely look ahead or back on a page

Use clear stand-alone headings and sections that
function independently.

Include plenty of visual cues to orient users on the site.

Find heath acvice for you I
Of sOmecne you care
about. - =
Whe o 0 vying s et myhealthfinder Results YL
8 ::mnnetu The following recommendaions come from the U.S, Preventive Services Task Force.
© My Cnd
Age: IS San: () Female You said you aere are important ways
O Mate you can stay healthy:
Prognant?
() Got Suarted Doctors recommend that all women aged 49;
. » Got Adult Booster S
(previous page) Outimprtrt skt sl (rcchntora).
e

» Get Encugh Folic Acid
Loam whty women your age raed folc acid

= Get Testod for Breast Cancer

Get a mammogram every 110 2 years starting at age 40.
« Get Tested for Cervical Cancer

Gt a Pap st every 1-3 yoars 10 tost 1or cervical cancer,

= Get Your Blood Pressure Checked
Get your blood pressure checked at least every 2 years.

11/15/11
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Simple Navigation

Users with limited literacy skills...

+ Are unfamiliar with — and often ignore — common
navigational elements (like drop-down menus,
breadcrumbs).

+ Users shown how to return to a homepage had difficulty
repeating the task from a different page on the site.

Use step-by-step navigation, such as “back” and “next”
buttons and numbered pages.

Let users know where they are in the content using tabs
and strong left-hand navigation.

Stay Safe at Work i
Overview | The Basics Take Action ;i:
-—*Pmm 1 2 K
The Basics

You can make simple changes in how you work 10 prévent injuries and stay
healthy. To prevent injuries at work:

« Lift things safely.

= Arrange your equipment to § your body

» Take short breaks and stretch your muscles,
« Eat healthy and get actve

www.healthfinder.gov/prevention

11/15/11
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1. Audience

2. Content

3. Display

4. Qrganization

5. Navigation

6. Evaluation

S Adshds.  Soied ‘oating

Research Identify &

the User

Organize

Collaging Interviews

Prototype Testing
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Categories created through
the card sorting exercise.
Formative research indicated
the need for special sections
for families and renters

J m s he@lthyhomes gov = e
3 : Hee e m ﬁ o=
g Welcome to " = md o
’ ocus group and card sol
HealthyHomes participants were interested
in getting to How-To content
(tips and video) quickly

Stay Safe and
Hoalthy at Homwe

Focus Group participants
asked for local contacts

Based on the feedback that
consumers wanted information
that is personalized and
actionable

v,

It’s co-creation

+ Work with your target audience to develop
or improve your site.

+ If you are evaluating an existing site, think of
it as quality assurance.

+ Field testing is an evaluation of your Web site
— NOT your users.

11/15/11
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Why should | test my site?

+ All Web sites have problems. (Some more
than others.)

+ They may not obvious to you. But your users
will almost always find them.

+ Watching people use your site makes you a
better Web manager.

Who do | test with?

+ Almost anyone.

+ Try to find users who reflect your audience
(a.k.a. “real users”)
+ Demographics
+ Knowledge and context
+ Culture and language

11/15/11
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How many people do | need to test?

+ It depends.
+ 1is better than none.

+ Between 3 and 8 is great.

lterative Design

+ Test. Revise. Repeat.

+ Don’t wait until you have already launched
your site/redesign to test it with your target
audience. You can test a prototype!

+ Periodically test existing pages/sections to
improve them.
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Paper Prototype Testing

Nielson Norman Group

If you are building a new
feature, start with a paper
prototype and test it with
users.

Usability Testing

11/15/11
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So... where do | start?

+ Watch people use your Web site (start with
family, friends, and volunteers).

+ Clean up your content!
+ Re-think your homepage.

+ Look at your search options (and how the
results are displayed).

+ Be strategic: get it in the budget.

stacy@communicatehealth.com
www.communicatehealth.com
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