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7,6 % Communauté 
expression anglaise 

SHERBROOKE RÉSEAU UNIVERSITAIRE INTÉGRÉ DE SANTÉ 
Population of Area Served by CHUS 
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English-Language Care and Services 

• “Indicated” institutions 
 

• Communication: issue of quality 

• verbal 

• written 
 

• Anglophone community representatives 

• Board of directors 

• Users’ committee 

• English language committee 

- Regional action plan 

- Four meetings/year  
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Considering Patients’ Experience 

The overall perceptions and experiences of patients and their 
loved ones throughout their care trajectory. 

These perceptions evolve at each point of contact, whether 
clinical or otherwise.     
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Adapting Information to Encourage Patient 

Participation 

Examples of benefits:  
 

Efficacy of care: better compliance with medication 
 

Efficiency: better preparation for medical examinations (time 
of appointment, fasting, etc.) 
 

Safety: better handling of hazardous medications 
 

Continuity: better management of condition after returning 
home 
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Profile of Our Patients (Literacy) 

• Limited reading comprehension skills 
 

• 48% of Canadians = reading skills around Secondary 1* student level 
 

• Most susceptible populations: >65 years old, sick people, 
immigrants/First Nations 

Minimizing the 

effort of reading 

*Level 3 literacy according to the International Adult Literacy and Skills Survey (IALSS), 2003 

Comprehension 

USAGE 
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Read 

Simulate a real situation 

Watch a video 

Watch a 

demonstration 

See 

Hear 

Take part in a discussion 

The Learning Pyramid 

In general, you retain: 
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CHSSN (2009-13) 

• Inventory of our documents aimed at patients 

 

• Production of seven educational videos 

• On the unit (e.g., Coumadin, chemotherapy, cardiology, etc.) 

• Online (e.g., maternity and home antibiotic therapy) 
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Video Excerpts 
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CHSSN (2009-13)  

Lessons learned 
 

• 3-5 minute clips (YouTube) 
 

• Narration  
 

• Actors vs. employees 
 

• Students 
 

• Testing with patients (e.g., cardiac surgery) 
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Discussion 


