Plain Language: Making Content Easy

for Citizens to Understand

State of Hawaii
Office of Language Access

Deborah S. Bosley, Ph.D.
Founder and Principal | The Plain Language Group

e @ deborah@theplainlanguagegroup.com

PLAIN LANGUAGE 704.641.1334
GROUP August 29, 2023



mailto:deborah@theplainlanguagegroup.com

Funny, and Not

« What | need is a list of unknown
problems we are likely to encounter.

« Email is not to be used to pass on data
or information, only company business.

« We know that communication is a problem, but the
company is not going to discuss it with employees. AT&T



1. The medication could make you

3.

obtunded. You might become ataxic
and degenerate into emesis.

Experiencing the loss of consciousness
and the expulsion of stomach matter
could be a result of taking this medication.

This medicine could make you pass out.
You also might become dizzy and vomit.







Who Needs Access?




1. What does Language Access Policy require?

2. What is plain language?

3. Why do we need plain language?

4. What are the issues?

1. What are plain language strategies?



1. What the Language Access Policy Requires?

[CHAPTER 321C]
OFFICE OF LANGUAGE ACCESS

"Limited English proficient person”

means - n account
of nati ? speak
Englist w ary
langua as having
alimitc. ... e i eeo, ... te, speak,

or understand the Engllsh language.



1. What the Language Access Policy Requires?

[ § 321C-3] Oral and written language services. (a) Each state
agency and all covered entities shall take reasonable steps to
ensure meaningful arrecc tn cervicee nrnorame and activities by
limited English pr stermined by a
totality of circum: actors:

-oficient persons
Ilation;

cient persons
“tivities;

(1) The number o
served or encoun
(2) The frequency
come in contact v

(3) The nature anu imporwance o1 e services, Programs, or
activities; and

(4) The resources available to the State or covered entity and the
costs.



What’s Missing




2. What is plain language?

Plain language is the use of proven
writing and design strategies that
make it easy for your intended
audience to find, understand,

and use your content.

Clear | Concise | Credible

Writer-based Reader-based

.



3. Why do we need plain language?

Problems

Average U.S. adult reads at the 8t grade level

54% of U.S. adults are below the 6th grade level

25% of Hawaiians are non-English speakers at home

1 in 6 Hawaii residents can only read elementary texts

Solutions
« Avoids confusion, discouragement, anxiety
« Provides access to critical information

« Saves time and money
« Builds trust

« |Is more efficient




4. What are the issues?

 Understand your audience Be MOVE.
* Increase clarity | HUMAN ‘

* Limit amount of information
e Eliminate jargon -- legal/bureaucratic

* Improve visual appeal
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4. What are the issues? Overly complex




4. What are the issues? Emotions

“A single word has
the power to
influence the
expression of genes
that regulate physical
and emotional
stress.”

— Dr. Andrew Newberg and
Mark Robert Waldman
Words Can Change Your Brain

The cerebral cortex Panatal lobd
Perception, spatial awareness, manipulating objects, spelling

Wernicke’s area
Understanding
language

Broca’s area
Expressing language Occipital lobe

Vision

Frontal lobe

Planning, organising, emotional and
behavioural control, personality,
problem-solving, attention, sacial skills,
flexible thinking and conscious movement

Temporal lobe
Memory, recognising

- fala als

emotions, language




What are the issues? Context

‘| NO STANDING
OR PARKING
7AM-9:30AM
4PM-6:30PM

MONDAY-FRIDAY

IF TOWED>727-5000

[TWO HOUR
PARKING

LIMIT IN ZONE 1

9:30AM-4:00PM

MONDAY-FRIDAY

ZoNE ]| PERMIT
HOLDERS ‘EXCEPTED

NO
PARKING
12:30P.M. - 2:30P.M.
THURSDAY

TOW AWAY ZONE
EXCEPT HOLIDAYS

STREET
CLEANING
IF TOWED 202-727-1000

7AM-6:30PM
FRIDAY




5. What are plain language strategies?

Consider your audience
Understand your purpose
Be conversational | human
Use pronouns

Use verbs, not nouns

Use common words

Use the active voice

Use positive language
Avoid jargon | define

Be concise

. Use visuals
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5. What are plain language strategies?

A Few Tips to Get You Started

Sentences: 15-20 words maximum
Paragraphs: 3-5 sentences
Headings: 3-5 per page (screen)
Use columns online

List information when possible
Answer reader’s questions
Eliminate 30% of your words

4
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UNEMPLOYMENT INSURANCE

HAWAII DEPARTMENT OF LABOR AND INDUSTRIAL RELATIONS +« UNEMPLOYMENT INSURANCE DIVISION + JANUARY 2022

1. What is Unemployment Insurance (Unemployment Compensation)?

Unemployment Insurance provides temporary financial assistance to qualified workers who become

unemployed through no fault of their own. Benefits are not based on need. The unemployment Qu e St | O n S /
compensation program was established by Congress in 1935 as part of the Social Security Act. The

administration of this program lies with each state. Benefit eligibility requirements such as weekly .

benefit amounts are determined by state law and vary from state to state. H ea d N g S

2.  Who pays for Unemployment Insurance? .
Lists

Employers pay a contribution tax based on a percentage of their payroll into the Unemployment Trust

Fund. Workers DO NOT pay taxes into the unemployment program and NO deductions are taken

from your paycheck. If you had more than one employer, your employers will share in the costs. P rO n O U n S
Employers also pay a federal tax which pays for the administrative costs of the program as well as for

extension of benefits during periods of high unemployment. S e n t e n C e S

3. How do | apply for unemployment insurance benefits?

When you become unemployed or have a reduction in your work schedule, you can file online or in-

person at a local claims office. Be prepared to provide your social security number, all employment

information such as employer's name and address, dates of employment, reason for separation for the H O W E V E R .
past 18 months (including part-time work). and your bank information for direct deposit (routing and

account numbers).

To apply online, go to uiclaims.hawaii.gov and click on “Claimant Services Login/Create
Account”. This service is available from Monday to Friday between the hours of 6:30 am to
11:00 pm. On Weekends and Holidays, it is available from 9:00 am to 11:00 pm. All times are
Hawaii Standard Time.

4, Do | qualify for Unemployment Insurance?

Your claim will be based on wages paid to you in your base period. To establish a Hawaii claim:
1)  You must have been paid wages in at least two quarters of your base period: and
2)  Youmust have been paid wages of at least 26 times your weekly benefit amount.

Your claim is good for a one year period called the benefit year. However, you can be paid only
for 26 weeks of total unemployment during the one-year period that your claim is effective.



Unemployment Insurance

BEFORE

1. What is Unemployment Insurance (Unemployment Compensation)?
Unemployment Ins provides temporary financial assistance to qualified workers
who become unemployed through no fault of their own. Benefits are not based on
The unemployment compensation program was established by Congress in 1935
as part of the Social Security Act. The administration of this program lies with each
"'Benefit eligibility requirements such as weekly benefit amounts are determined
by state law and vary from state to state.

AFTER

1. What is Unemployment Insurance (Unemployment Compensation)?
Unemployment Insurance gives you temporary financial help if you are qualified and if
you lost your job through no fault of your own. Each state has laws that decide what
benefits you receive. These benefits are a set amount that are not based on how much
money or assets you have.



Comparison

AFTER

# of words 60 43
Ave. words per sentence 14 14
Grade level 12 7
Reading ease 32 50




Consider your audience

Read 28% slower online

Use documents | websites to
answer their questions

Read “just in time”
Interpret and create meaning
. Skim, scan, rarely read

Phone if confused



Consider your purpose

« Explain the purpose(s).

« Make it clear what's included.
« Set the context.

« Give main point first.

« Focus on outcomes

« Explain action.

“Hawaii residents must post their resume online at
www.hirenethawaii.com, the internet based job _
matching system used by the state Workforce

Development Division.”




EQUAL OPPORTUNITY IS THE LAW

BEFORE:

It is against the law for this recipient of Federal financial assistance

to discriminate on the following bases: Against any individual in the
United States, on the basis of race, color, religion, sex (including
pregnancy, childbirth, and related medical conditions, sex
stereotyping, transgender status, and gender identity), national
origin (including limited English proficiency), age, disability, or
political affiliation or belief, or, against any beneficiary of, applicant
to, or participant in programs financially assisted under Title | of the
Workforce Innovation and Opportunity Act, on the basis of the
individual's citizenship status or participation in any WIOA Title I-
financially assisted program or activity.



https://www.law.cornell.edu/definitions/index.php?width=840&amp%3Bheight=800&amp%3Biframe=true&amp%3Bdef_id=41ec25ec6e91eb53e72ac25e0ef2826b&amp%3Bterm_occur=1&amp%3Bterm_src=Title%3A29%3ASubtitle%3AA%3APart%3A38%3ASubpart%3AB%3ASubjgrp%3A85%3A38.35
https://www.law.cornell.edu/definitions/index.php?width=840&amp%3Bheight=800&amp%3Biframe=true&amp%3Bdef_id=90c7e060fa35f5784dbfe7b89050e9b4&amp%3Bterm_occur=1&amp%3Bterm_src=Title%3A29%3ASubtitle%3AA%3APart%3A38%3ASubpart%3AB%3ASubjgrp%3A85%3A38.35
https://www.law.cornell.edu/definitions/index.php?width=840&amp%3Bheight=800&amp%3Biframe=true&amp%3Bdef_id=90c7e060fa35f5784dbfe7b89050e9b4&amp%3Bterm_occur=1&amp%3Bterm_src=Title%3A29%3ASubtitle%3AA%3APart%3A38%3ASubpart%3AB%3ASubjgrp%3A85%3A38.35

EQUAL OPPORTUNITY IS THE LAW

AFTER

If you receive Federal financial help, it is illegal to discriminate against
anyone in the U.S. based on

* Race * Disability

* Color * National origin (including limited English proficiency)
e Religion * Political affiliation or belief

 Age e Sex (including pregnancy, childbirth, and related

medical conditions; sex stereotyping, transgender
status, and gender identity)

Under Title | of the Workforce Innovation and Opportunity Act, you also
may not discriminate against anyone based on the person’s citizenship
status, or anyone who

o benefits, applies, or participates in programs that receive funds, or

e participates in any WIOA Title I-financially assisted program or activity.



https://www.law.cornell.edu/definitions/index.php?width=840&amp%3Bheight=800&amp%3Biframe=true&amp%3Bdef_id=90c7e060fa35f5784dbfe7b89050e9b4&amp%3Bterm_occur=1&amp%3Bterm_src=Title%3A29%3ASubtitle%3AA%3APart%3A38%3ASubpart%3AB%3ASubjgrp%3A85%3A38.35

Comparison

Equal Opportunity After

# of words 103 97
Average words per sentence 103 22
Grade level 50 1@En
Reading ease -80 50
# of words 576

Average words per sentence 30

Grade level 18

Reading ease 21




Notice to Individuals Filing a Complaint

EQUALOPPORTUNITY IS THE LAW

BEFORE:

Right to representation. You have
the right to be represented by an
attorney or other individual of your
choice. However, under Hawaii’s
Language Access Law (HRS 321C),
you cannot file a lawsuit with OLA.
OLA will try to resolve your
complaint usingl:conference,
conciliation, mediation, persuasion
or other informal method{l

AFTER:

Right to be represented. You have
the right to have an attorney or
anyone else you choose to speak
for you.

However, under Hawaii’s Language
Access Law (HRS 321C), you
cannot file a lawsuit with the
Office of Language Access (OLA).
Instead, we will try to resolve your
complaint by[talking with you and
otherszj



Notice to Individuals Filing a Complaint

# of words 53 52
# of sentences 3 3
Ave. words per sentence 15 14
Grade level 12 7
Reading ease 40 66




Notice to Individuals Filing a Complaint

Entire Document

# of words 567.00
# of sentences 38.00
Ave. words per 30.32
sentence

Grade level 17.89
Reading ease 20.82




« Bullets _——
o All items equal e —

« Numbers 1 =
o  Chronology g
o Steps
o Hierarchy of importance



Use verbs

Determination Determine
Recommendation Recommend
Implementation Implement (maybe “Begin”
Evaluation Evaluate

Communication Communicate
Consideration Consider

Negotiation Negotiate




Use common words

Bureaucratic jargon Common words

Assistance services Help
Individuals People

Conference, conciliation, = Meet and talk with you
mediation or persuasion

Consent Agree
Separation Lost your job

\/




Use more visuals

- 43% more likely to be persuaded

25 -40% less time

- 60,000 times faster (processing) X4 ~~ =~

38% better retention

. Satisfies two modes of information processing
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~[ No STANDING

OR PARKING
7AM-9:30AM
4PM-6:30PM

MONDAY-FRIDAY

IF TOWED>727-5000

TWO HOUR
PARKING

LIMIT IN ZONE 1

19:30AM-4:00PM

MONDAY-FRIDAY

ZoNE ]| PERMIT
HOLDERS ‘EXCEPTED

NO
PARKING
12:30P.M. - 2:30P.M.
THURSDAY

TOW AWAY ZONE
EXCEPT HOLIDAYS

STREET
CLEANING

IF TOWED 02-727-1000

EXCEPT
7AM-6:30PM
FRIDAY

PARKING SCHEDULE

MON- SAT/
THU FRI SUN

E
2HR ZHR
12 PM
2PM
ZHR

DISTRICT #12
PERMITS EXEMPT

e
)
O
O
O



Feel Free to Ask Me: call, email, text

Deborah S. Bosley, Ph.D.
@ Founder and Principal | The Plain Language Group

PLAIN LANGUAGE deborah@theplainlanguagegroup.com
704.641.1334
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