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Background

“My Health. My Care.” is an educational video series that has been developed by the City of Nashua,
New Hampshire Division of Public Health and Community Services (DPHCS) and the Access to Health
Care Work Group to help residents in the Greater Nashua Public Health Region better understand how
to navigate the healthcare system and feel more confident when they communicate with their
healthcare providers. The region includes the towns of Amherst, Brookline, Hudson, Hollis, Litchfield,
Lyndeborough, Mason, Merrimack, Milford, Mont Vernon, Nashua, Pelham and Wilton.

The Access to Health Care Work Group is one of three work groups developed to work on objectives for
the 2012-2015 Community Health Improvement Plan (CHIP). The work group is comprised of
representatives from the health department, the local community health center, the two acute care
hospitals, major medical partners and residents. As part of the Access to Health Care Work Group
efforts, in early 2013 they held four forums with community members and the overarching themes from
the forums were the lack of knowledge of available health resources and services in the greater Nashua
area and the affordability of health care. The project includes handouts and five videos with the

following themes:

My Health: Understanding Insurance, Appointments, and Billing
My Health: Communicating with Healthcare Professionals

My Health: Learning the Basics

My Health: Staying Healthy

Putting it All Together: One Family’s Story

us w N e

Funding for this project was provided by the National Network of Libraries of Medicine, the City of
Nashua, NH Division of Public Health and Community Services and the United Way of Greater Nashua. If
you would like to learn more about the project, visit the City of Nashua’s website at
http://bit.ly/MyHealthMyCare. The videos can also be accessed on the Nashua Public Health YouTube
channel at https://www.youtube.com/channel/UCwnBkMZIZDIsC8{WLKHgLdw.

This evaluation report highlights the results of the nine film screenings held in the Greater Nashua Public
Health Region and the use of social media to disseminate the videos and project materials.
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Methods

The My Health. My Care. Patient Advocacy Project included awareness building efforts through posting
the videos to social media sites and hosting nine film screenings in the region at libraries and social
service organizations. The videos were posted to the DPHCS website, YouTube and Facebook. Twitter
and Facebook were used to send posts and tweets and a bitly link was created to shorten the .url and
monitor the number of clicks or access attempts. The data collected and highlighted below is from April
1° to May 20" 2015.

For the nine film screenings in the region, pre and post-test were completed by attendees and
information on the promotion of the event and discussion at the event was gathered. Promotion of the
events included flyers, social media, email blasts, news articles and sandwich boards. The Nashua
Telegraph included an article on the project on Sunday, April 19" 2015. An optional sign-in sheet was
passed around at the film screenings to gather contact information. Three months following the
screening, attendees who provided their contact information will be sent a follow-up survey to see if
they utilized information they learned from the videos when seeing a healthcare provider or navigating
the healthcare system.

Social Media and Web-based Results

The bitly link that was created for the website had 170 clicks as of May 20, 2015 (Figure 1) and there
were 188 unique page views for the site (Table 1). The DPHCS Facebook page has 500 likes and the
Twitter page has 344 followers. During the months of April and May there were 6 posts by the DPHCS
that related to this project and there were a total of 2,421 views for those posts. The videos were also
viewed 694 times on the Facebook page. The DPHCS shared 1 tweet which received 85 impressions and
2 shares. On YouTube the videos received 540 views and an estimated total of 668 minutes watched
(Table 1).

Figure 1. Bitly Clicks from April 2015 — May 2015 (n=170 Clicks)
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Table 1 Summary of DPHCS Social Media Data (As of 5/20/2015)

Website Analytics # Page Views # Unique Page Views

321 188
Twitter # Tweets # Impressions

1 (2 shares) 85

YouTube # Views Estimated Minutes Watched

540 668
Facebook # Posts # Views

6 (6 shares; 8 Likes) 2,421
# Video Views in Playlist: 694

Film Screening Results

Nine film screenings were scheduled and held in the months of April and May in the Greater Nashua
Public Health Region. A total of 113 people attended the film screenings. Organizations from the Access
to Health Care Work Group and the Foundation for Healthy Communities assisted with the film
screenings and attended the events. Staff from the DPHCS facilitated the film screenings. For more
information on  film screenings and a toolkit for organizations, please Vvisit
http://bit.ly/MyHealthMyCare.

The film screening at St. Joseph Hospital was targeted to individuals that helped produce the videos
including community actors and the St. Joseph Patient Family Advisory Council. The event was not
promoted to the general public. At the film screening at the Nashua Soup Kitchen and Shelter, we did
not have attendees complete the pre and post-test because residents were coming in at varying times
and leaving at varying times to get their food from the food pantry.

Help us share the videos and materials! Visit http://bit.ly/MyHealthMyCare to
download the toolkit!
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Table 2. Film Screenings in the Region

Location # Attendees Date of the Event Participating Organizations
Wadleigh Memorial 1 4/1/2015 DPHCS
Library (Milford) Foundation for Healthy Communities
St. Joseph Hospital 27 4/6/15 DPHCS
(Nashua) St. Joseph Healthcare
St. Joseph Patient Family Advisory
Council
Nashua Soup Kitchen ~50 4/20/15 DPHCS
and Shelter (Nashua) Foundation for Healthy Communities
Lamprey Health Care
St. James Food Pantry 8 4/21/15 DPHCS
(Merrimack) Foundation for Healthy Communities
Dartmouth Hitchcock -Nashua
H.E.A.R.T.S. (Nashua) 14 4/22/15 DPHCS
Foundation for Healthy Communities
Harbor Care Health & Wellness Center
Southern NH Health System
DPHCS (Nashua) 0 4/29/15 DPHCS
Foundation for Healthy Communities
St. Joseph Healthcare
Nashua Public Library 4 5/4/15 DPHCS
(Nashua) Foundation for Healthy Communities
Granite State Independent Living
Southern NH Health System
Marguerite’s Place 6 5/5/15 DPHCS
(Nashua)
Ann Marie House 3 5/12/15 DPHCS
(Hudson) Foundation for Healthy Communities
TOTAL 113
Pre-test

Fifty-one (45%) pre-tests were completed at the nine film screenings. Pre-tests were not completed at

the Nashua Soup Kitchen site and when those attendees are not considered, the pre-test response rate

is 81%. A summary of some of the information collected on the pre-test is included in figure 3. According

to the pre-tests, 78% percent of respondents understand the terms used during their appointments but

only 47% understand terms used by insurance companies. When asked about comfort when talking to

healthcare providers, 84% feel comfortable talking about health and medical conditions but only 68%

feel comfortable talking about their emotional health. About 94% think it is important to get regular

checkups and to visit a healthcare provider (Table 3).
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Table 3. Summary of Pre-Test Questions

Strongly . Strongly Didn't
Agree Agree Neutral Disagree F—— Answer
| understand all of the
terms used during 379 241% 8% 8% 2% 4%

appointments with my
doctors and nurses. (n=51)

| understand all of the
terms used by insurance 16% 31% 18% 27% 6% 2%
companies. (n=51)

| feel comfortable talking
with healthcare providers
such as doctors and nurses 47% 37% 6% 4% 2% 4%
about my health and
medical problems. (n=51)

| talk with healthcare
providers such as doctors 27% 41% 14% o o 4%
and nurses about my ° ° ° 10 A) 4A) ’
emotional health. (n=51)

I think it is important for
my health to get regular
checkups and see my 55% 39% 4% 0% 2% 0%
healthcare provider or
doctor. (n=51)

The most common resource respondents used to get health related information was from their doctors
and nurses followed by the internet (Figure 2).

Figure 2. Where do you go to get most of your health related information (n=125, due to multiple responses

checked)?
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When asked about accessing MedlinePlus, a website dedicated to providing credible health information
through the National Library of Medicine, about 60% of respondents were unfamiliar with the website
prior to the film screenings (Figure 3).

Figure 3. | am familiar with the MedlinePlus website and online tools (n=51).
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30% did not know
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Prior to the film screening, 37% of respondents answered that they never use the library to get health
information, 31% almost never use the library and only 12% used it frequently or most of the time
(Figure 4).

Figure 4. How often do you use the library to get health information (n=51)?

2%
6% -

37% H Never Use

H Almost never use
18% i Occassionally
H Almost every time
M Frequently used

i Did not answer

Prior to the film screening,

~68% “almost never” or
“never” used the library.

About 39% of the respondents have private insurance, 34% have Medicare and 18% have insurance
through the Healthcare Marketplace or the New Hampshire Health Protection Plan. Five percent of
respondents do not have health insurance (Figure 5).

Figure 5. What type of health insurance do you currently have (n=64, some participants had 2 types of
insurance)?

¥ | do not have health
insurance

H Healthcare Marketplace

i Medicaid/NH Health
Protection Plan

39%
H Medicare
M Private Insurance
i Other
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Post-Test

Following the film screening, participants were given a post-test and 54 people (48%) returned the
forms. As with the pre-test, post-test evaluations were not completed at the Nashua Soup Kitchen
screening and when those participants are not considered, the post-test response rate is 89%. About
98% agreed the videos were easy to understand and 96% agreed the videos and materials showed
options for what to do when they don’t understand a healthcare service or bill. 97% agreed that the
videos provided suggestions to improve communications with healthcare providers (Table 4).

Table 4. Summary of Post-test Questions

;:::;rgelz Disagree Neutral Agree Sz‘;lgelv A[::::l:r
| o | o | o | 43% | 56% | o
The videos and materials
showed me options for what to
do when | don't understand a 0% 2% 2% 44% 52% 0%
healthcare service or bill
(n=54).

The videos gave me useful
ideas and suggestions for ways
to improve communicating and 0% 0% 4% 43% 54% 0%
talking with healthcare
providers (n=54).

The handouts and materials
are helpful and | will use them 0% 0% 6% 47% 47% 0%
after | leave here (n=34).*

| felt comfortable at this event

and liked bein.g able to discuss 0% 0% 2% 41% 57% 0%
and ask questions about the

material (n=54).

*Excluded St. Joseph Hospital Film Screening from the data because they did not receive handouts or the materials
used at the remaining screenings.

For resources on accessing health insurance in New
Hampshire, go to Covering New Hampshire at
http://coveringnewhampshire.org/!
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When the participants were asked if the videos and materials increased their understanding of the
healthcare system, 39% responded that after the film screening they understood 1 or 2 terms that they
didn’t understand before and 13% said they understood 3 or more terms that they didn’t understand
before. Of the 19% that said the videos did not increase their understanding, some also wrote on their
post-test that they are clinicians or healthcare providers (Figure 6).

Figure 6. Please indicate how the videos and materials increased your understanding of the healthcare system
and terms.

H The videos did not increase
my understanding

# | understand 1 or 2 words
or terms | didn't
understand before today

i | understand 3 or more
words or terms | didn't
understand before today

40% learned 1 or 2 new terms and

13% learned 3 or more new terms!

“Very educational! Two thumbs up!”

“Lots of useful information in easy to watch videos.”

“Nice to have on YouTube, excellent idea.”
“Thank you for coming with all the information that you did today.”

“Thank you, will use the website for sure!”

In the pre-test, about 60% of respondents were unfamiliar with MedlinePlus prior to the film screenings,
however, according to the results of the post-test, 87% of respondents said they would be “extremely
likely” or “likely” to check MedlinePlus for health information in the future (Figure 7). Likewise, in the
pre-test, 68% said they “never use” or “almost never use” the library for health information, however,
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after the film screening, 24% said they were “definitely more likely” to use the library and 31% said they

were “somewhat more likely” to use the library (Figure 8).

Figure 7. In the future, how likely are you to check the MedlinePlus website for health information (n=54).

Didn't Answer H 4%

Extremely Likely

Likely

Neutral After the film
T screening,
Unlikely | 2% ~87% are
. likely to use

Extremely Unlikely | 0% MedlinePlus.

50%

0% 10% 20% 30% 40%

Figure 2. In the future, how likely are you to use your local library to get health information (n=54)?
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the videos and materials
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saw the videos and materials

Same amount

and materials

Less likely than | was before | saw the videos F 2%
0
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Discussion

As shown by the results of the pre and post-test, participants agreed that
the videos provided useful information and increased their knowledge of
terms commonly used in the healthcare system. The DPHCS is currently
working to get English and Spanish subtitles and to translate the video
series into Spanish. A toolkit for organizations was developed and available
on our website which will aid an organization interested in hosting a film
screening or promoting the materials. Once complete, 100 DVDs and
Access to toolkits will be disseminated to organizations in the Greater Nashua region
for use in their waiting rooms, websites and to conduct their own film

comprehensive,
p ! screening with their clients.

quality health
care services is

important for

the achievement
of health equity
and for
increasing the

N

quality of a
healthy life for
everyone.

- Healthy
People
2020
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Appendix A. Pre-Test

may Nashu
D e -
21T 1L My Health. My Care. A
City of Nashua, Division of Public Health and Community Services

Pre-Film Cluestionnaire

Please answer a few guestions before viewing the My Health. My Care. videas and materials. This form
does not ask for your name, address, or phone number.

How did you hear about today's event (check all that apply)?

O Email from City of Mashua O Lbrary posting
O Facebook/Twitter/Linkedin O Access TV Station
O Friend or Colleague O Other:

Strongly | Disagree | Meutral Agree Strongly
Disagree Agree

| understand all of the terms used during
appointments with my doctors and nurses.
| understand all of the terms used by
insurance companies.

| am familiar with the Medline Plus website
and oanline tools.

| feel comfortable talking with healthcare
providers, such as doctors and nurses,
about my health and medical problems.

| talk with healthcare providers, such as
doctors and nurses about my emotional
health.

| think it is important for my health to get
regular check-ups and see my healthcare
provider or dactor.

Where do you get most of your health-related information?

O Friends and Family O Church
O Hospital O Internet
O My child's school O Books/Magazines
O Doctor/nurse O Health Department
O Pharmacist O Library
O Help Lines O Other
How often do you use the library to get health information?
MNever use O  Almost every time

Almost never O Freguently used
Oecasionally/Sometimes

What type of health insurance do you currently have?

O | donot have health insurance O Medicare

O  Insurance through the Healthcare O  Private Insurance
Marketplace O Other

T Medicaid/NH Health Protection
Program

Page 13 of 14
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Appendix B. Post-Test

ey Nashua My Health. My Care. "4
oo oty City of Mashua, Division of Public Health and Community Services S~
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Post-Film Questionnaire

Please answer a few guestions after viewing the My Health. My Cars. videos and materals. This form
does not ask for your name, address, or phone number.

Strongly Dizagree | MNeutral | Agree | Strongly
Disagree Agree

The videos were easy to understand.

The videos and materials showed me options for
what to do when | don't understand a healthcare
senvice or bill.

The videos gave me useful ideas and suggestions
for ways to improve communicating and talking
with healthcare providers.

The handouts and materials are helpful and | will
use them after | leave here.

| am familiar with the Medline Plus website and
online tools.

| felt comfortakle at this event and liked being able
to discuss and ask questions about the material.

Fleasze indicate how the videos and materials increased your understanding of the healthcare system and
terma (For example, the term copay)?

The videos did not increase my understanding
| understand 1 or 2 words or terms | didn't understand before today
| understand 3 or more words or terms | didn’t understand before today

In the future, how likely are you to check the Medline Plus website for health information?

7 Extremely unlikely O Likely
J  Unlikely C  Extremely likeky
O MNeutral

In the future, how likely are you to use your local library to get health information?

Less likely than | was before | saw the videos and materials

Same amount

Somewhat more likely than | was before | saw the videos and matenals
Drefinitely more likely than | was before | saw the videos and materials

Additional Comments and Suggestions about the event andfor videos and materials:
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