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Purpose of this guide 

This guide is to support people to become health literacy mentors. This guide has been 

written for health professionals and other staff who will be providing health literacy coaching 

as part of their role leading other health professionals.  

This guide includes: 

 information to help you prepare to be a health literacy mentor 

 an outline of the training process that will be provided to assist you 

 Observation Sheet, Feedback Form and Report Form on pages 12, 13 and 14. 

As a mentor, you need to have a good knowledge of health literacy and in particular the 

Three Step Model to better health literacy. You will continue to build and support the use of 

health literacy practices by your staff. You will be checking your staff are applying the Three 

Step Model and you will give feedback about good practice and areas for improvement. You 

will also demonstrate aspects of the Three Step Model as you provide mentoring.  

Learning outcomes for health literacy mentoring 

By the end of this workshop, you will have: 

 reviewed the Framework for Health Literacy and the Three Step Model 

 identified relevant frameworks for giving feedback 

 practised observations using the Three Step Model, giving feedback and writing a report. 

Health literacy mentoring 

In 2015, the Ministry of Health published a Health Literacy Framework (see next two pages). 

The Framework identifies the four parties involved in building health literacy – the system, 

health providers, health professionals and individuals and families. Health literacy mentoring 

builds the capacity of health providers to understand how to reduce health literacy demands 

on individuals and families. Mentoring also contributes to developing the skills of the health 

workforce. Health literacy and the Three Step Model support good health outcomes. 

The process of health literacy mentoring will be familiar to you as it is similar to clinical 

observations. The information in this guide and the training you will receive will support you 

to add health literacy mentoring to your existing skills and competencies. 
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New Zealand’s Framework for Health Literacy 

This Framework reflects how each part of the health system can contribute to building health literacy so that all New Zealanders can 

make informed decisions about managing their health, or the health of those they care for. 
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Steps in health literacy mentoring 

 

 

 

 

 

 

 

 

 

 

 

 

Preparing to provide health literacy mentoring  

The training process that will be provided to support you to become a health literacy mentor 

includes: 

 

You have already received training in health literacy and the Three Steps to better health 

literacy. This training workshop includes videos of the Three Step Model in action. 

You will also be given practice activities to prepare you to complete observations and give 

feedback about how the person you are mentoring uses the Three Step Model. 

There is a blank Observation Sheet on page 12, a Feedback Form on page 13 and a Report 

Form on page 14 that you can modify to use when you are providing health literacy 

mentoring.  

Existing knowledge 
of health literacy and 

the Three Step 
Model

Training and practice 
activities

Observations, 
feedback and review

1 

Arrange appointment 
for observation 

4 
Provide written report 

and make an 
appointment to observe 

again 

2 

Observe and take 
notes 

3 

Give feedback face-to-
face 

5 

Continue to provide 
mentoring 
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Existing knowledge about health literacy and the Three Step Model 

This booklet about health literacy explains the theories upon 

which the Three Step Model is built. During your training, 

we will refer to the concepts and information in this booklet 

and how you can apply the Three Step Model when 

mentoring. 

www.hqsc.govt.nz/assets/Consumer-

Engagement/Resources/health-literacy-background-info-

Sep-2013.pdf  

 

 

 

 

 

 

This booklet details the Three Step Model to better health 

literacy. 

Again, as part of your training, we will refer to how the Three 

Step Model is used. 

www.hqsc.govt.nz/assets/Consumer-

Engagement/Resources/health-literacy-booklet-3-steps-Dec-

2014.pdf  

 

 

 

 

Videos  

During this workshop, you will be shown videos of interactions between health professionals 

and clients and families. These videos show aspects of the Three Step Model in practice. 

Your trainer will discuss the videos before giving you practice activities relating to these 

videos. 

 

 

http://www.hqsc.govt.nz/assets/Consumer-Engagement/Resources/health-literacy-background-info-Sep-2013.pdf
http://www.hqsc.govt.nz/assets/Consumer-Engagement/Resources/health-literacy-background-info-Sep-2013.pdf
http://www.hqsc.govt.nz/assets/Consumer-Engagement/Resources/health-literacy-background-info-Sep-2013.pdf
http://www.hqsc.govt.nz/assets/Consumer-Engagement/Resources/health-literacy-booklet-3-steps-Dec-2014.pdf
http://www.hqsc.govt.nz/assets/Consumer-Engagement/Resources/health-literacy-booklet-3-steps-Dec-2014.pdf
http://www.hqsc.govt.nz/assets/Consumer-Engagement/Resources/health-literacy-booklet-3-steps-Dec-2014.pdf
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Refresher about giving feedback 

Giving feedback is not easy – there are a lot of things you have to consider. 

There are two types of feedback – positive feedback and feedback for improvement. 

Giving effective feedback 

Effective feedback needs to have a number of elements so the person receiving the 

feedback understands what you are saying. 

Timely  

(as soon as 

possible 

afterwards) 

 Timely feedback reinforces the person‟s action and behaviours while 

everyone remembers it. 

 Timely feedback for improvement gives suggestions very soon after 

the actions or behaviour happened so the other person can change 

their actions or behaviours. 

Balanced 

(focus on both 

positives and 

areas for 

improvement) 

 If feedback focuses only on improvement, the other person could 

lose confidence and motivation. 

 If feedback focuses only on the positives, the opportunity to help the 

other person to improve is lost. 

 You need to be clear about what the other person has done well and 

why, and what needs to be done differently and why. 

 Don‟t use the word „but‟. If you tell the other person that they have 

done something well and then you say „but‟, you may as well not 

have said the first part. They will have only heard the „but‟. Instead 

say you did this very well and you could improve next time by doing 

these things. 

Specific  

(detailed 

information) 

Feedback needs to be specific about what new actions or behaviours 

are required. Feedback gives a clear picture of present performance and 

should include clear guidance on positive actions to repeat or alternative 

actions to take. 

What they did or didn‟t do, in clear language. 

Why what they did was effective or not effective based on results or 

outcomes. 

How they need to do it next time. 

Objective 

(based on facts, 

not just 

someone’s 

opinion) 

Feedback needs to be based on facts, not just your opinion. 

 Explain how the actions or behaviour of the other person had an 

impact on the patient and family. 

 Explain what the impact could have been if the other person had 

behaved or acted in a different way. 
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Here is a framework you could use to give positive feedback. 

1 Explain you want to 

give the feedback 

Hey Sam, I want to tell you something good I heard about you 

this morning. 

2 Give feedback I had some feedback from Paula, the receptionist. She said you 

helped a patient who was confused about what they needed to 

do next. 

Paula said you took the patient into a room and asked her to 

explain what she thought she had to do next. Then you 

explained the parts the patient didn’t recall and then gave her a 

piece of paper with notes on it.  

3 Explain the impact The patient was really grateful. Well done! You made sure that 

the patient was really clear about what they needed to do next.  

4 Thank them Thanks for doing that. That patient will take their child to that 

appointment because of you. 

 

Here is a framework you could use to give positive feedback and feedback for 

improvement: 

1 Explain you want to 

give the feedback 

Helen, I need to talk to you about something. Have you got time 

to do that now? 

2 Give feedback I have some feedback from when I observed you today with a 

patient. You did a really good job explaining what you wanted to 

talk about and then asking the patient what she wanted to talk 

about, and writing that down. And then you started talking and 

didn’t go back to anything the patient said was important to them.  

3 Explain the impact You could see the patient wasn’t engaged anymore – they 

weren’t listening because you weren’t talking about what they 

wanted to know.  

4 Ask for an 

explanation 

You started off so well. Can you tell me why you didn’t focus on 

what the patient wanted?  

5 Ask questions What do you think you would do differently next time? 

6 Summarise 

alternative action 

So, next time you will find out what they want to know and then 

deal with those things first. Or if that doesn’t work, explain you will 

deal with them later and you will keep the notes in front of you to 

remind you.  

7 Encourage and 

thank them 

Well done for working out what you need to do next time. That is 

how we make sure we create partnerships with our patients and 

get the outcomes our patients want so they can look after 

themselves. 
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The Three Step Model 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Step 3: This is the hardest step and needs lots 

of practice 

“I want to check I’ve been clear. What are you going 

to do when you get home?” 

“I want to check I’ve been clear. What are you going 

to say to your partner?” 

Step 1: This is the most important 

step and easiest to do 

“Tell me what you know/think/believe/ 

do …” 

Set an agenda, “So how have you 

been since you were 

here last?” 

Step 2: You are already doing some of 

this 

Build new information onto what people 

already know. 

At the end of Step 2 ask “Most people have 

lots of questions. What are your 

questions?” 
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Giving feedback after an observation  

There is a blank form on page 13 you can adapt for giving feedback. 

Before you give feedback: 

 Arrange a time with the person. 

 Use a private area. 

 Be prepared to answer questions and be specific. 

 Be prepared to listen to what the other person says - they might have reasons why they 

did what they did. Carefully consider their reasons and, if necessary, change your 

feedback. 

 Ask the other person how they thought they went first. People sometimes have good 

insight and this makes it easier to give feedback. 

 Confirm when the other person is going to try and make the change. 

 Arrange a time for a follow-up. 

As you know, any sort of mentoring is a series of engagements not a one-off skill 

development session. Sometimes the person you are mentoring will make big 

improvements. Other times they will seem to stay the same for a while and some people 

may appear to go backwards. 

Changing to the Three Step Model will not be easy for everyone. Focus on people getting 

Steps 1 and 2 right and then introduce Step 3. 

Managing change  

Using the Three Step Model involves change. Most people find change difficult and 

uncomfortable. If people are finding making changes difficult, ask questions and really listen 

to what people say. 

 “What worries you about using the Three Steps?” 

 “How did using the Three Steps with your patient make you feel?” 

 “Tell me more about what you think is needed to make the change.” 

Expect people to resist change as this is normal human reaction. Resistance comes from 

fear of change. Resistance is a sign that you need to modify your approach. Remember to 

focus on the problem, not the person. 

Ask the person you are mentoring to rate the importance of making this change on a scale of 

1 to 10 (with 10 being the highest). When the person tells you their number (say 5) ask them 

a „backwards‟ question “Why are you a 5 and not a 3?” The person you are mentoring will 

then tell you their reasons for change. Write these reasons down and refer back to them if 

the person you are mentoring continues to struggle with change. 
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Encourage new skill development 

 Encourage the other person to believe in their ability to change. 

 Focus on previous successes. 

 Focus on skill development. 

o Set goals: I will use Step 1 with each patient. 

o Develop a change plan: Changing habits takes conscious planning. 

o If necessary, do a role play or suggest the person mentally rehearses. 

 What is the most important thing I want to be sure the patient understands? 

 How would I check this? 

o Provide cues to use the Three Steps in the consultation 

  Hand out cards with prompts the other person can use e.g. At the end of each 

consultation I will check I have been clear. 

Build confidence to integrate the new habit into work patterns 

Ask the other person to rate their confidence using each of the Three Steps on a scale of 1 

to 10. If their confidence is not at 7 or higher, ask “What might help you increase your 

confidence to a 7?” 
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Starting mentoring 

Make an appointment to observe the person you are mentoring. Make sure you get the 

patient‟s (and, if relevant, their family‟s) agreement that you can observe and take notes. 

Carry out your observation 

Make notes on the Observation Sheet on page 12 of what the person you are mentoring and 

the patient/family said. Analyse your notes using the Three Step Model – what happened in 

Step 1, Step 2 and Step 3? What did the person you are mentoring do in each step and what 

other opportunities are there for improvement? Fill in the Feedback Form on page 13. 

Remember, your role is to focus on health literacy not clinical observations. Don‟t use health 

literacy observations to give feedback on clinical issues. 

Give feedback face-to-face 

 Make a time to give your feedback. When you are just starting you might want a little bit 

of time to write up your notes and fill in the feedback sheets. As you get more 

experienced you will be able to give feedback immediately at the end of the observation 

but you will still need to write notes for your report. 

 Give the feedback and offer the person you are mentoring copies of your notes and the 

Feedback Form. 

 Arrange a time to do a follow-up observation. 

 Keep doing observations until you are satisfied. 

Provide a written report 

Use your observations to provide a written report of your feedback. There is a Report Form 

you could use on page 14. You may not have to write a report for every observation. The 

Feedback Form will be enough for each observation and you might complete a report after 

you have observed someone a number of times. Check your organisation's procedures.  

Confidentiality 

Your notes need to be kept secure and confidential. It is a good idea if you use an initial or 

number for the patient and the person you are mentoring so they are not easily identifiable.  

Troubleshooting 

Sometimes things will not go to plan. The patient may become distressed and you may need 

to stop taking notes. Or the patient or the person you are mentoring may ask you to leave. 
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Observation Sheet  

Step 1: Find out what they know    Yes / No / Part 

Comments (include words used) 

................................................................................................................................................. 

................................................................................................................................................. 

................................................................................................................................................. 

Step 2: Building new knowledge and skills 

Logical steps Give information in 

manageable chunks 

Ask questions 

Yes / No / Part Yes / No / Part Yes / No / Part 

Explain technical words Use visuals Use written materials 

Yes / No / Part Yes / No / Part Yes / No / Part 

Help people anticipate 

next steps 

Medicine reviews Reinforce and emphasise 

Yes / No / Part Yes / No / Part Yes / No / Part 

Comments (include words used) 

........................................................................................................................................................................................................... 

........................................................................................................................................................................................................... 

........................................................................................................................................................................................................... 

........................................................................................................................................................................................................... 

Step 3: Check they were clear    Yes / No / Part 

Comments (include words used) 

........................................................................................................................................................................................................... 

........................................................................................................................................................................................................... 

........................................................................................................................................................................................................... 

........................................................................................................................................................................................................... 

 

Person observed: ________________________________     Date: ___________________ 

Situation: _________________________________________________________________ 

Observer: ________________________________________ 
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Feedback Form  

Ask the person you are mentoring how they think they went – what they did well and what 

they think they could improve on. 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

 

Positive feedback 

(First tell the person you are mentoring what they did well. It could be across any of the 

Three Steps. Explain what they did well using an example, and then explain the impact of 

that on the patient and family.) 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

 

Feedback for improvement 

(Then tell the person what they could improve on. Again, give an example, explain the 

impact and ask them how they think they could improve what they are doing. At the end 

summarise what they are going to do next time.)  

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

................................................................................................................................................... 

...................................................................................................................................................  
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Report Form  

Mentoring summary 

Name  

Organisation  

Mentor (you)  

Date  Location  

 

What you did well 

Step 1: Ask … “Tell me” 

 

 

Step 2: Build knowledge and skills 

 

 

Step 3: Check you‟ve been clear … “I just want to check I’ve been clear” 

 

 

 

Areas to work on 

Step 1: Ask … “Tell me” 

 

 

Step 2: Build knowledge and skills 

 

 

Step 3: Check you‟ve been clear … “I just want to check I’ve been clear” 

 

 

 

 

 

 

 


