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Conducting a Self Assessment:
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Conducting a Self Assessment:
Understanding Demography

* Federal, state, and city departments of education

— School accountability reports
* ederal, state, and city departments of health

— Vital statistics data

* Municipal and state courts

— Use of interpreters




Conducting a Self Assessment:
Understanding Demography

* Data from community (pros and cons)

* Private research and marketing companies




Conducting a Self Assessment:
Measuring Nature and Frequency of
Contact

* Promising Practices Reports by NHelLP from
The Commonwealth Fund

— RPT. 1 - Small Providers (released 4/05) —
examined how small providers (<10 clinicians)
otffered language services:

* Solo Practitioners and Small Group Practices

* Community Clinics and Health Centers

o Family Planning Clinics

* Assistance to Small Providers from Other
Systems/[nstitutions




Conducting a Self Assessment:
Measuring Nature and Frequency of
Contact

— RPT. 2 - State/Iocal Benefit Offices

(forthcoming): examined how state/local

health-related benefit offices offered
language services:
o State central agency offices

* [Local agency offices




Conducting a Self Assessment:
Measuring Nature and Frequency of
Contact

* Important to identify individuals bemg serwed and eligible.to

be served

— Measuring those being served can help to ensure needed
language services are available as well as planning future needs

* Determining lanouage needs at first points of contact —
notations in schedule/patient tecords; language
notification flyers




Conducting a Self Assessment:
Identifying LLanguage Needs

* Identification of language needs

— “[ Speak” cards/posters — patients can point to) their
language and office staff can note

* Recording language needs

— J..A. Care Health Plan — colotr-coded stickets
designate language needs

— Women's Health and Education Center — notes
language needs in schedule and computer data
system




Conducting a Self Assessment:
Identifying LLanguage Needs

* WA Department of Social and Health Services
— requires noting the client's primary language
in 1ts computer system

KY Cabinet for Health and Family Services
collects language information and specifics on
each encounter using language services




FAIDEL i3-02) ARIZONADEPARTMENT OF ECONOMIC SECURITY

L J
Family Assizstance Adminismaton
LANGUAGE NEEDS

CASE MAME (Lasz, Frst AL CASE NGO,

YOUR RIGHT TO SERVICES IN YOUR LANGUAGE
You have a right 1o 3 free mterpreter when yeu apply for or receive Cash Assistance, Food Smamps or AHOCCS Medical
Aszzistance. You alse have the right wo ask DES to zend forms and letfers to vou in vour lanzuazs. These services mnst be

* Department of et
Economic Security P S
database does not
proceed past certain
fields without noting the
client's language needs m fE
— clients are asked their e e e e

Arabic Hindi — Indizn (India)
Bengali Hrmong
translace the forms and leters to me,
O I need all forms and letters orzlly franslated to me because I do ot read well enough to understand them.

prlmary language at I CERIFICATION OF LANGUAGE

oo

Wlaithili
Marathi
Maricopa
hfien
Mohave
Mon-Fhmer
Navajo
Paime
Pima
Polizh
Pormzuess
Punjabi
Quechen
Fomanian
Fonssian
Serbian
Somali

Spamish
Sudanase
Tagaloz
Tamil
Tegulu
Tewa

Thai
Tobono O Odham
Turkish
TUndn

Tte
Viemamese
Taqat
Tavapat
Tiddish
Teoruba
Zumi

Oooooooooooooooooao
Oooooooooooooooooao
Oooooooooooooooooao

Laotian
German

0 OO00000000Ooo0ooOoooo

Hopi
Cambodian Hualapai
Chinese/Cantonese
The person identfied above conld not complete this form on hisher own. I determuived this person’s language by the following
method:

initial and renewal .
interview 0

Iralian
Croatan Japanesa
Dinka
O Other
{Toge o bwthad

— includes 68 language e S R

Eashriri
Filipino
Equal Opportunity EmployerProgram ¢ Under the Americans with Disabilities Act (ADA), the Department nmst make a reasonable

Elanar
Franch Eorean
French Creale
.

accommodation to zllow 2 person with a dizability to tzke part in a program, service, or actvity. For example, this means thar if
C Olce S us an O en_ necessary, the Department mmst provide sign langusge interpreters for people who are deaf, a wheelchair accessible location, or
enlarged print materals, It also means that the Deparment will tzke any other reasonable acton thar zllows you to take par to and
understand a program or activity, inchuding making reasonable changes te an activity. If you believe that you will not be able to

.
ende d O th I | undsrstand or taks part A program or acmviny becanse of your dissbility, please let us know of your disabiliny needs in advance if at
all possible. This document is available in alternative formars by contacting your local office manager.
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Los Angeles
County

* Department of Public Social
Services collects language
information at initial
eligibility and renewals

County compiles a report to
show the number of LEP
individuals in the Medicaid

caseload, by language spoken,

served by each eligibility
office during the month

COUNTY OF LOS ANGELES DERPARTMENT OF FUBLIC SOCIAL SERVICES

LANGUAGE DESIGNATION FORM

CASE NAME: CASE NUMBER:

FREE INTERPRETER SERVICES ARE AVAILABLE
(please ask your worker)

SPOKEN LANGUAGE DESIGNATION

| speak the language checked helow. | prefer to speakitalk ahout my case or related matters
with staff from the Department of Public Social Services in the language selected below. This
designation takes the place of any choices made before.

[] Armenian [] cambodian [] Cantonese [] English
[ Korean [ Mandarin [] Russian [ Spanish
[] Tagalog [ vietnamese [ Other (Specify)

WRITTEN LANGUAGE DESIGNATION
O | prefer to get written letters, notices, forms and other communication in English.

OR

O | prefer that written communications and forms be sent or given to me, if available, in the
language specified bhelow (Chinese is the written language for those who speak
Cantonese and Mandarin). In addition, | understand that if written communications from
the Department of Public Social Services are not available in the language specified
below, | can receive a verbal translation by contacting my case worker.

] Armenian [ Cambodian [ Chiness
[ English [ Korean [J Russian [] spanish
[ Tagalog [ vietnamese [] other (Specify)

APPLICANT'S/PARTICIPANT'S SIGNATURE (OR MARK) DATE

[ 1 hiereby werify that the applicant siparficipant's above choices are reflected on LEADER andior GEARS andior CMIPS
and'or any other computer program used to manage eligibility issuss.

CASE CARRYING WORKER'S SIGNATURE FILE MUMBER

SUPERVISOR'S IMITIALS

FILING INSTRUCTIONS:
BWS/BS0: Documentstion/Setvity Folder
FA 451 Eng. (REV. 208) Retention: Pemanent

NHel P

NATIONAL HEALTH LAW PROGRAM




Identifying Available Resources

* Need to identify both internal and external resources

* NHelLP's I_angnage Services Resonrce Guide for Healtheare
Providers helps identify external resources including
interpreter/ translator associations and providers;
training programs; translated materials; symbols; etc.




Identifying Available Resources

* Community Resources

— D Department of Health and Welfare contracts
with local community organizations

— NC Division of Public Health 1s working with the
United Hmong Association to translate its fact
sheets

— I Department of Human Services funds the 1L
Coalition on Immigrant and Refugee Rights




C Ommunity Do You Need

An Interpreter?

If you have a

Re S O ur‘ e S lellj\l/;:rcnl: ““::]l A To get help, ask the receptionist and
the Medicai : - i

A point to your |:1ng11agc.
complaint line i : ;

You have a rlght to an interpreter,
and your

health plan. free of charge.

") D C M d ) 1 (See telephone ] ( There should not be a long wait.
e lca numbers below.) S P

. .
A S S 1 S t a ﬂ C e Espafol/Spanish << Sefiale aqui amci/Amharic <<niw ¢ Smboe
i . * G WAATPF Rin) SBF AAbTY
i necesita un intérprete, hable con la recepeionista B

ene qoe pagar o ol intéeprete « AWM AT, mNLA PANPIE
deberd caperar demaniada - AFF UL =mnd TANE e

r b .
. . . WA L -
- iy il o Py 5 : = FC NI rd CLALE FL4 TS ehee 3 « GRERTHR IR PR H2
A ( ] I I ] 11 ] 1 S trathI l = BB KABLIP IC MAN Lo S0% ]
. PhaN FTCFFo WL T detr 04 F B1T () -
L3
S s ] OrL ed S s?ltl I iéng Vig ietnamese < Chi vilo day t = of/Korean << oi7im aiziaiug tez ici
S -5
¥ i khing

ag dich micn phi - Bugio] Elas SHMAH Boi2dAl2. Si vous o 1 d'un interpréte, demandes i
i + BuslE FRAC, Ia réceptioani

« 22 7IcHR B gtach « Les serv nterpréte sont gratuits.

- B ™, HC|NO|S WEr 22 5

community advocates R el IR

to develop its 1

Speak” poster and .
cards and a Know T (i e e

ma, bere b

3 YO g tong ] wua Baw Gy = o kankan fun oniumeo nas,
. ’
7 i o i 0 5ba akoko pupo
out S o R bt W N i
i b ol c

iMe C
(Health Plan), A

we yi

pamphlﬁt MEDICAL A s 1 ‘BB Telephone Numbers:

AMERIGROUP 1-800-600-4441 Chartered Health Plan  1-800-408-7511
Health Right  1-877-284-0282 HSCSN 1-866-937-4549
Medicaid 202-442-5988

Complaint Hotline 1-800-788-0342




Identifying Available Resources

* CASE STUDY: Clark County, October 2006
— The meeting

— The i1deas
— The results




Identifying Available Resources

* JLas Vegas Metropolitan Police Department’s
Hispanic Interpreter Services Program (HISP)




Background (HISP)

v Hispanic Population

— Between 1990 to 2000 the census bureau
estimated that the Clark County Hispanic
population was approximately 22%

— In 2002, the estimation had increased to
24%, and it was estimated that by the year
2008, Hispanics would account for 30% of

the Las Vegas population




Background Continued

v Acquisition of Funding

— In 2002, LVMPD, with the assistance of the
Latin Chamber of Commerce and Senator
Harry Reid’s office, submitted and
obtained a grant for HISP

— HISP is now a regular LVMPD budget item




Hispanic Interpreters Services
Program

v Created in 2003

v Currently staffed with 23 part-time civilian
employees (3 Leads)

v Provides oral and written language services

v Primary mode of communication between the
_LEP community and LVMPD

v Language interpretation certification by
_LVMPD only, no outside certification required
at this time

v Interpreters are fluent in various dialects of
Spanish, to include Cuban, Venezuelan,
Nicaraguan, El Salvadorian, and Chilean




HISP Continued

v Provides 24/7 Response to Patrol requests for
Spanish language access services

v Assist Communications call-takers with LEP
persons during 911 and non-emergency calls

v Provides LVMPD Spanish translation, and
transcription

v Assists with Directed Patrol assignments,
which involves LVMPD focusing on a problem
or issue specific to the Hispanic community

v Dispatched in the same manner as a police
officer (Radio)

v Responded to 5,000 calls for service in 2006




Ensuring Quality: User Training

cing With Interpreters

cing With Translators




Ensuring Quality:
Interpreter Training

* Neponset Health Center (MA) — employs native
Vietnamese speakers trained as medical interpreters

through the MMIA or Mass. DPH

o [..A. Care Health Plan —

— offers medical interpreter training for bilingual statf of
participating clinics and medical groups

— training for health care providers (for continuing medical
education credit) on how to work with interpreters




Ensuring Quality:
Assessing Bilingual Competency

* St. Joseph Health System Community Health
Programs (CA) — requires assessment of staft
providing services in non-English language or as
interpretet

* North DeKalb Health Center (GA) — requires all
bilingual staff to attend training sessions and pass test




Ensuring Quality:
Bilingual Staff

KY Cabinet for Health and Family Services — designated
[Language Access Section with four trained interpreters

LA Cty. DPSS — human resources division certifies
language skills of bilingual staff

WA DSHS — bilingual employees can provide interpretation
only if certified as interpreters and documented in the
employee's classification questionnaire

NE — developing language assessment test for self-declared

bilingual staff




Ensuring Quality:
Testing and Certification

* No national standards for healthcare
interpreters/ translators

* National Council on Interpreting in Health Care
has National Code of Ethics and Standards of
Practice

* Few states are exploring the issue — IN, MA,
NC, OR




Ensuring Quality:
Compensating Bilingual Staff

AZ Department of Economic Security offers a stipend
of $1,000 a year

NC Department of Health and Human Services — pays
bilingual employees at a higher grade level

LA Cty. Department of Public Social Services gives
$100 monthly to certified bilingual workers

KY Cabinet for Health and Family Services plans to pay
qualified bilingual employees at a higher pay level




Ensuring Quality:
Use of Contract Interpreters

* KY Cabinet for Health and Family Service — qualifies
community partners (both individual interpreters and
language agencies) to interpret for the agency

* WA DSHS — comprehensive process to certify contract
employees and only those who pass certification (in the
state's seven most common languages) or assessment

(for other languages) may provide services to the
AgENCy




Ensuring Quality Translations

* NE — uses designated translators with a degree
from translation program

* 1D Department of Health and Welfare — works
with the Idaho Migrant Council and the
Hispanic Commission to review benefits forms
for appropriate Spanish translation




Ensuring Quality:
Developing a LEP Policy

* Translating Justice Policy Development
Wortkshop with the LVMPD




LVMPD LEP Policy
Development Process

v Policy development workshop facilitated by
the Vera Institute

— Vera staff met with LVMPD’s key policy
makers to discuss various issues and points
to developing a draft language access
policy

— Goal

e Inform and engage LVMPD’s

administrators in the language access
planning process

e Elicit feedback on LVMPD’s draft policy

* Discuss and resolve outstanding issues
In finalizing policy




Policy Development Process
Continued

v Internal approval process

— Distribution to mid-level managers for
feedback

— Presentation to LVMPD’s Executive Staff

— Submission to Department of Justice (DOJ)




Ensuring Quality:
Seeking Community Input

* Seek community input = seek input into. the
community

— Get involved in collaborations and’ coalitions

— Use the synergy to get the word out




Questions?




