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What is it?

A new mandatory standard from NHS England: for health and social care

Dual focus:
1. Accessible information
2. Communication support

Purpose:

Provides direction… patients, service users, 
carers and parents with 
disability, impairment or 

sensory loss.accessible 
information and 
communication 

supportHealth and social 
care system



Origins

Recent legislation:

Further back…

• Equality Act 2010
• Reasonable adjustments
• Including information in “an accessible format”

Supporting these duties, but… The reality:

• People sometimes receive information in formats they can’t understand
• People don’t always receive support they need to communicate

Health and Social 
Care Act 2012 
(Section 250)



Who does it apply to?

Simply: 

The detail:

• All publicly-funded adult social care providers
• Voluntary, community or private providers of NHS or adult social care
• Adult social care departments
• Providers of public health services, including information and advice
• All providers of NHS care or treatment
• NHS Foundation Trusts and NHS Trusts
• Independent contractors providing NHS services

All providers of 
NHS services and publicly-funded adult social care



Who is it for?

Simply:

Particular relevance to people who:

• Are blind
• Are d/Deaf or have hearing loss
• Are deafblind
• Have a learning disability

Also, of course, people with (for example):

• Aphasia
• A mental health condition that affects communication
• … and many more …

People with
a disability, impairment or sensory loss



What is out of scope?

• The needs of staff, employees or contractors
• Individuals who may have difficulty in reading or understanding 

information for reasons other than a disability, impairment or sensory 
loss, for example due to low literacy or a learning difficulty

• Foreign language needs / provision of information in foreign languages 
– i.e. people who require information in a non-English language for 
reasons other than disability

• ‘Corporate’ communications produced / published by organisations 
which do not relate to direct patient / service user care or services, and 
do not directly affect individuals’ health or wellbeing

• Standards for, and design of, signage.



Requirements and timescales

Five main stages:

2 Record – details of these needs (not disability)

1 Identify – information and communication needs

3 Flag or highlight these details somewhere highly visible

4 Share details with other health and social care services

5 Meet the person’s information and communication needs

by
1 April 2016

by
31 July 2016

+ More…



Monitoring and evidencing

NHS England
• No specific monitoring of compliance or national audit of compliance (no national data 

return expected)

Commissioning organisations
• Seek assurances from providers by 1st September 2016
• Contract changes and performance monitoring: enable and support

Third parties
• CQC    

“As part of our inspection work, CQC will look at evidence of how services implement 
the Accessible Information Standard when we make judgements about whether 
services are responsive to people’s needs and whether they are well led.”

• Healthwatch and interest groups
“NHS England will provide “guidance to support assessment and monitoring by third 
parties, empowering groups and organisations to challenge non-compliance to ensure 
effective implementation and best practice”



Support and planning

Support and guidance from NHS England:

 Specification 
 Implementation guidance
https://www.england.nhs.uk/ourwork/patients/accessibleinfo/provider/

 Additional resources from partners
https://www.england.nhs.uk/ourwork/patients/accessibleinfo/resources/

https://www.england.nhs.uk/ourwork/patients/accessibleinfo/provider/
https://www.england.nhs.uk/ourwork/patients/accessibleinfo/resources/


Support and planning – Implementation Support  

Resources from Bracknell Forest Council – handouts + interactive 
implementation guide 
http://www.bracknell-forest.gov.uk/ais-interactive-guide-bracknell-forest-
council.pdf

Accessible Information Microsite from Brent, Harrow & Hillingdon CCG
http://www.brentaccessibleinformation.nhs.uk/

http://www.bracknell-forest.gov.uk/ais-interactive-guide-bracknell-forest-council.pdf
http://www.brentaccessibleinformation.nhs.uk/


Support and planning – E-learning

AIS – information for staff: http://www.e-lfh.org.uk/programmes/accessible-
information-standard/open-access-sessions/

http://www.e-lfh.org.uk/programmes/accessible-information-standard/open-access-sessions/


Support and planning – E-learning 

Disability Matters have produced an e-learning tool to help staff understand 
the information and communication needs of people who have a disability: 
https://www.disabilitymatters.org.uk/totara/program/view.php?id=41

https://www.disabilitymatters.org.uk/totara/program/view.php?id=41


Support and planning – Posters 
https://www.england.nhs.uk/ourwork/patients/accessibleinfo/resources/

https://www.england.nhs.uk/ourwork/patients/accessibleinfo/resources/


Support and planning – Alternative Formats

Examples of alternative formats:

• Large print
• Easy read
• BSL video

Available at:
https://www.england.nhs.uk/ourwork/patients/accessibleinfo/re
sources/

https://www.england.nhs.uk/ourwork/patients/accessibleinfo/resources/
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