[image: image1.png]





Service access
Workbook
You should use this workbook to record your learning and reflection throughout this section of the learning hub. 

Please enter your name:      
	Information film clip questions

Dave film clip

1. What does Dave find difficult about the letters he receives from the health service?

2. What would help him?

3. How would these changes also benefit other people using the service?

Information reflection activity

	

	Take a selection of information that your service produces for example leaflets, letters, or posters and review them from the point of view of someone who has difficulty taking in too much information or understanding complex words



	· How accessible do you think your information is?


	You can write your reflections here:      


	· What would you do to make the information easier to understand?


	You can write your reflections here:      



Making contact/booking appointments film clip questions
	Donald film clip


	1. What challenges would a person who is deaf face when accessing your service?

2. In your service what options are available for deaf people to make contact and book appointments?

3. Does you service use contactSCOTLAND-BSL to receive and make contact with BSL users?


	Making contact/booking appointments reflection activity

	

	In your service
· How do you find out if someone has a particular CSN?



	You can write your reflections here:      


	· What options are available for making appointments and sending reminders? 


	You can write your reflections here:      


	· How could the range of options be extended?


	You can write your reflections here:      



Time film clip questions

	Debra film clip

	1. What steps does your service take to offer a longer appointment to people with a CSN?


	Caroline film clip

	1. How did the person on the phone respond to Caroline?
2. What do you think caused this response?

3. How did this response make the communication more difficult?



	Caroline film clip

	1. Why do you think Caroline had a positive experience at her GP appointment?



Time reflection activity

	· What adaptations does your service make to ensure that people with CSN are given the extra time they need?



	You can write your reflections here:      



	


Making communication even better











Remember to save your document for future reflection

