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This toolkit is about improving how we support people 
who have difficulty understanding or communicating.

This might be because of a visual, hearing or 
cognitive impairment, or a learning disability

This toolkit has been created in 
collaboration between the Patient 
Experience Team and Speech & Language 
Therapy.

Text: Helen Roberts, Jessica Longstaff, Angela 
Penny & Lynsey Nicholson; design: Helen 
Roberts; images are copyright: Black Sheep Press, 
British Sign, CHANGE, Easy on the I, and 
Photosymbols.

Images can be copied to support patient 
care within the Trust, but must not be 
copied for any other purpose.

Introduction
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As an NHS trust, we must comply with the 
Accessible Information Standard (AIS)

• This is a mandate from NHS England 
 issued in 2016

• The standard requires us to provide:

 – information in accessible formats, 
  and

 – communication support 

 to those who need this for reasons 
 of disability

• This toolkit supports our commitment to 
 the standard

Accessible Information Standard

Find out more: www.england.nhs.uk/ourwork/accessibleinfo
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Standard



5 steps to 
the Accessible 
Information 

Standard

Accessible Information Standard
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• Introduce yourself

• Ask the patient or carer what their 
 communication needs are

• Check if the communication difficulty is 
 new to this admission or episode of care

• If yes: make a referral to Speech & 
 Language Therapy before using this 
 booklet

• Ask the patient or carer what normally 
 helps with communication

• Find out if they use symbols or pictures 
 to communicate at home

• Check if the patient has a 
 communication passport

• Check if the patient has already received 
 speech and language therapy advice in 
 community

• Check how the patient usually indicates 
 Yes and No:

 – Verbally?
 – Thumbs up or down?
 – Head nod or shake?
 – Tick or cross symbols?

First steps
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Example of communication passport
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To discuss if a patient would benefit from 
speech and language therapy:

• Contact 01535 295085 for information 
 on making an adult referral

• Contact 01535 292821 for information 
 on making a paediatric referral

There may be a waiting list for this service.

If a patient needs a specialist guide or 
interpreter to aid communication during 
an appointment or inpatient stay:

• To arrange on demand, ring Interpreting 
 Services on 01535 292811

• See SOP on supporting patients with 
 information and communication needs 
 (meeting the AIS)

http://intranet.anhst.nhs.uk/Documents/
Policies/Forms/Patient%20Info%20SOP.aspx  

Arranging specialist support
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• Sit face to face

• Reduce background noise

• Speak slowly and clearly – it can take 
 someone longer to process the words

• Ask short Yes/No questions, one at a 
 time, such as:
 – Are you in pain?

• Instead of open questions such as:
 – How are you feeling?

• Use gestures and facial 
 expressions

• Use signs if you can: only use a system 
 you are both familiar with, examples 
 include British Sign Language and 
 Makaton

• Write down key words one at a time

• Use short sentences

• Wait for a response

• Avoid complex concepts without visual 
          material to back this up

                  •  Repeat or reword a 
                      sentence if needed

Communicating clearly
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• Physically show the person where 
 important things are, like toilets, call 
 buttons and drinks

• Tell the person what is happening and 
 where things are

• Avoid clutter on the ward to reduce 
 risk of falls

• Good lighting is important

• Using a magnifying glass can help a 
 person to read

• If you need to write something down, 
 use a thick, dark felt tip pen

• Use the picture menu or read out the 
 menu to the person, to help them order 
 their meals (available on the wards)

Supporting people with a visual impairment or sight loss

Full list of tips available www.rnib.org.uk
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• If the person asks you a question using 
 their voice, you can assume that they 
 will lip read your reply

• If the person uses sign language, they 
 are likely to use lip reading as well

Tips:

• Make sure there is good lighting

• Make sure you are face to face

• Speak clearly at a normal pace – do 
 not shout

• Be patient – if you are asked to repeat 
 a sentence, try saying it differently

• Use sentences rather than one word 
 replies

• Use facial expressions and gestures

• Do not give up

Supporting people with a hearing impairment or loss

Full list of tips available www.actiononhearingloss.org.uk
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• Most autistic people have difficulty 
 interacting with others.

• This means that they might:

 – Find it hard to pay attention

 – Avoid eye contact

 – Find it hard to process what you say

 – Feel overwhelmed with information

 – Struggle with open questions

 – Take things literally

 – Not ask for help

 – Use non verbal ways 
  of communicating

 – Repeat what you 
  say

 – Respond with 
  challenging behaviour

Tips:

• Avoid noisy or crowded environments

• Use the person’s name when you 
 begin a conversation

• Check regularly that they are paying 
 attention

• Say less, and say it slowly and calmly

• Use clear, direct language

• Use short, specific questions

• Give the person time to respond

      •  Use visual and communication aids

Supporting people on the autistic spectrum

Full list of tips available 
www.autism.org.uk
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Before you speak

• Check if there is a 
 Butterfly Care Plan

• Position yourself where the person can 
 see you, sit close (although not so close 
 you are in their personal space) and 
 make eye contact

• If there is a time of day when the 
 person will be more able to 
 communicate (e.g. in the morning) 
 try to use this time

How to speak

• Speak clearly and calmly

• Speak at a slightly slower pace and 
 avoid raising your voice

• Try to communicate with the person in a 
 conversational way

What to say
• Avoid asking too many questions
• Stick to one idea at a time. Giving 
 someone a choice is important, but too 
 many options can be confusing
• Ask simple ‘yes’ and ‘no’ questions
• Rephrase rather than repeat, if the 
 person doesn’t understand what you’re 
 saying
Listening
• Listen carefully to what the person is 
 saying, and offer encouragement
• If you haven‘t understood fully, rephrase 
 – listen for cues
• Allow the person plenty of time to 
 respond and don’t interrupt
• Do not dismiss a person’s worries – just 
 listen and show that you are there

Supporting people with dementia and cognitive impairment

Full list of tips available www.alzheimers.org.uk
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• Some people cannot read or struggle 
 to read

• Some people find it hard to understand 
 when you explain things to them

• Pictures can help people to:

 – Understand information

 – Tell you about their needs

 – Make choices between different 
  options

 – Give consent

 – Remember what you have told them

• Pictures, photos, symbols, line drawings 
 and objects can all help

• Do not rely on pictures alone to 
 communicate

• We have chosen a range of pictures for 
 you to use to support the kind of 
 routine conversations you might have 
 with patients and carers

• We have a larger selection available on 
 request – ring PALS on 4019 or email 
 pals.office@anhst.nhs.uk

Using pictures to support communication
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Alphabet

a
e
i
o
u

b
f
j
p
v

c
g
k
q
w

d
h
l
r
x

m
s
y

n
t
z

mistake

SPACE
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QWERTY keyboard

1  2  3  4  5  6  7  8  9  0

qu w e r t y u i o p

a s d f g h j k l

z x c v b n m .

mistake space guess
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British sign language finger spelling
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Dates and days of the week

1
6
11
16
21
26
31

2
7
12
17
22
27

3
8
13
18
23
28

4
9
14
19
24
29

5
10
15
20
25
30

Dates Days of the week

Monday
Tuesday
Wednesday
Thursday
Friday
Saturday
Sunday

© BSP
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Time

You can copy this blank 
clock face and mark the 
time on the copy
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Questions and answers

© BSP

What? When? How? Why?

Where? Who? No Yes
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Friends and family

Family Family Husband and wife

Partners Friends Friends
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Feelings

Angry Upset Sad

Crying Scared Fed up
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Feelings

Confused Forgetful Stressed

Okay Excited Happy
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Transport

Ambulance Car Taxi

Bus Train Transport
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Places

Reception desk Waiting room Ward

Patient lounge Chapel Prayer room
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Healthcare professionals

Dietician Doctor Nurse

Occupational therapist Physiotherapist Speech and language therapist
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Symptoms and pain

Headache Stomach ache Back ache

Temperature Blood pressure Weight

© BSP © BSP
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Symptoms and pain

Thirsty Hungry Tired

Breathless Constipation / diarrhoea Sick
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Symptoms and pain

Not in pain Okay

In pain In bad pain
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Body parts

Head Eye Ear

Nose Mouth Teeth
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Body parts

Neck Shoulder Arm

Elbow Hand Fingers
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Body parts

Chest Breasts Tummy

Back Hips Bottom
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Body parts

Penis Vagina Legs

Knees Ankle / foot Toes
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Tests and procedures

Blood pressure Blood test Injection

Colonoscopy Endoscopy Drip
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Tests and procedures

X-ray CT scan MRI scan

Ultrasound Operation Pain relief
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Health conditions

Asthma Cancer Chest infection

Dementia Fracture Stroke

© BSP © BSP © BSP

© BSP
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Treatments

Bandage Blood transfusion Cannula

Chemotherapy Diabetes injection Drip
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Treatments

First aid kit Injection Medicine

Sling Surgery Tablets
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Drinks

Tea Coffee Hot chocolate

Sugar Milk Glass of milk
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Drinks

Fruit juice Squash Water

Soya milk Bottled water Fizzy drink
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Food

Breakfast cereal Toast Soup

Sandwich Yoghurt Fruit
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Food

Lunch Dinner Halal

Gluten free Vegetarian Vegan
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Nil by mouth

No food No drink
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Personal care

Wash basin Shower Bath

Toilet Towel Brush teeth
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Personal care

Shampoo Soap Moisturiser

Razor Deodorant Make up
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Personal care

Pyjamas Dressing gown Slippers

Clothes Shoes Glasses

46



Personal care

Walking stick Walking frame Wheelchair

Purse / money Mobile phone Hairdresser
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Images can be copied to support patient care within the Trust, 
but must not be copied for any other purpose or publication. 

© Copyright Airedale NHS Foundation Trust 2019

To order a copy of this toolkit, or if you have any queries, contact: 
Patient Advice and Liaison Service (PALS)
Tel 01535 294019 or email pals.office@anhst.nhs.uk
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