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The California Academy of Family Physicians Foundation’s toolkit “Addressing Language Access Issues in Your
Practice” has been distributed to more than 10,000 primary care health professionals since its first release in
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The CAFP Foundation is pleased to release the newest tool to help health care professionals incorporate
language and cultural proficiency into their practices. “Addressing Language and Culture: A Practice Assessment
for Health Care Professionals” has been developed to answer the needs expressed by you, our

colleagues, for more personalized approaches to this important issue.

This publication is a guide, not a mandate, and will assist you in taking steps toward a complete language access
system. It is our hope that this assessment tool will assist you, and your practice team, in providing the highest
quality care possible to your limited English proficient (LEP) patients.

We welcome your comments and applaud your commitment to ensuring language access for your patients.
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The Changing Voice of California

In 1990, 8.6 million Californians spoke a language other than English at home, and 4.4 mil-
lion were considered “limited English proficient” (LEP). Ten years later, in 2000, those num-
bers had increased by 40%, with 12.4 million speaking a language other than English at home and 6.2 million
being identified as LEP. Figures released in late 2007 show that one in five people in the US speak a language
other than English in the home. In Los Angeles County alone, there are significant communities of people speak-
ing Spanish, Chinese, Tagalog, Korean, Armenian, Vietnamese, Persian, Japanese, Russian, French, Arabic,
Cambodian, German, languages of the Pacific Islands, Italian and Hebrew. In the San Francisco Bay Area, only
54% of the population speaks English at home; 18% speak Chinese, and 12% speak Spanish. !

California’s growing diversity is one source of its dynamic economy and culture. It also poses a challenge to
anyone providing services to this increasingly diverse population. The voice of California is changing; to speak
to all Californians, we must change too. 2

Why is this an important issue?

As a physician, you lead a busy professional life. In addition to all your office work, you may have to run a
business as well. It seems as if you’re always being asked to provide more services for less compensation. It
may feel to you that addressing the language access needs of your changing patient population falls into this cat-
egory. Still, as a physician, it is up to you to provide quality care to each of your patients, and to communicate
clearly with each patient who seeks your services. Your patients are depending on you.

Communication is the absolute heart of medical prac-

. . . . e
“What the scalpel is to the surgeon, tice. Studies have shown’ that up to 70% of fmal diag
noses are based on the history alone. Anything that

words are to the clinician ... compromises the quality of the communication
the conversation between doctor  between patients and physicians represents a threat to

] ] the quality of care provided. Clear communication is
and the pat|ent is the heart of the hard enough, even with English-speaking patients.

practice of medicine.” When the patient does not speak English, communica-
tion becomes that much more difficult. In a 2003 study
Tumulty P. What is a clinician and what does he do? conducted by the California Academy of Family
NEJM 1970, 283:20-24 Physicians, almost half the physicians surveyed were

personally familiar with incidents in which quality of
care was compromised by language barriers. 3

In such circumstances, it is not surprising that patients seek (when available) health care practices that allow
them to communicate freely with their doctor and his or her staff. As California becomes more ethnically and
linguistically diverse, effective communication across languages becomes a real selling point to attract new
patients to your practice.

In addition to the impact that language barriers can have on quality of care, there are also financial implications
to unclear communication in health care, and legal implications when unaddressed language barriers lead to a
poor health outcome or to unequal access to care. When communication is unclear, we often resort to ordering
expensive diagnostic tests; these additional costs hurt individual physicians, individual payors, public systems of
reimbursement, and the system as a whole. Clear communication can control costs. In addition, federal Civil
Rights law and a series of California regulations and contractual agreements require language access in health
care. If you are interested in learning more about the research related to quality, legal, and financial implications
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of language barriers in health care, please go to www.medicalleadership.org for a detailed report.

Physicians and health care professionals around the country are starting to view language access as an issue that
must be addressed if medicine is to serve the patient populations of today. In a 2002 national study, seven in 10
of the more than 1,000 physicians surveyed indicated that language barriers represented a top or important prior-
ity for the field of health care.4 A growing number of medical schools and residency programs include training
on working with interpreters as part of the standard curriculum.’ Continuing medical education classes on lan-
guage access are being taught, onsite and online. In California, State law now requires all continuing medical
education includes aspects of cultural and linguistic proficiency in all CME activities, as appropriate.

Luckily, there is expertise as well as a growing number of resources available to assist you in bridging the lan-
guage gap with your LEP patients. This guide will provide you with both a process for addressing those needs in
a systematic way and with links to many useful resources to assist you in making your practice linguistically
accessible.

1 All data in this paragraph is from the U.S. Census Bureau.

2 For more information on language proficiency and population in the United States, see The Growing Need for Language
Services, in A Language Services Action Kit, http://www.healthlaw.org/pubs/2003.lepactionkit.html.

3 CAFP’s Language Access Survey, February 2003, 297 Family Physicians and Primary Care Physicians.

4 Wirthlin Worldwide 2002 RWJF Survey

5 A few such programs include the Medical Schools at Harvard University, UMDNJ Robert Wood Johnson Medical School,
UCLA, Northwestern, University of Nebraska, University of Rochester, University of Washington.




The State of Physician Practice

A 2003 survey conducted by the California Academy of Family Physicians and a 2006 survey
by the American College of Obstetricians and Gynecologists, District IX revealed that physi-
cians are greatly concerned about the impact that language access has on quality of care. More
than half of physicians surveyed could provide at least one instance in which quality of care was compromised
because of language barriers. Moving beyond the important and oft-quoted risks of malpractice lawsuits and
civil rights violations, they described in human terms the impact that lack of language access can have on their
patients. At the same time, the surveys reflected a “make-do” attitude. Nearly half of physicians surveyed did not
track language preference for their patients, and reliance on the physician’s or staff’s own bilingual skills was
the most commonly cited way of handling medical interpretation.

Physicians need more than enhanced awareness of the problem of language access: they need guidance and
resources to improve their ability to care for limited English proficient patients. In order to better assess the need
for language access assistance, the CAFP Foundation completed a series of practice visits during the summer of
2006. The practices completed a pre-visit survey, and participated in a half-day assessment. Each practice
received feedback and recommendations for best practices to incorporate. We are most grateful to those prac-
tices, and much of what we learned from them was used to craft this Practice Assessment for you.

Key Observations and Learnings
Although this list is by no means a final set of learnings, it does give us valid information to assist health care
professionals in assessing their own needs and implementing practice plans for their LEP patients.

Physicians and their practice teams genuinely want to do the right thing to take the best possible care of all
patients. They are aware of language and cultural issues that need to be addressed, but are also overwhelmed
with the day-to-day hassles of practicing medicine in the current environment. Here are some of the key findings
from the site visits:

m The practice teams hire staff to match their estimate of the populations they serve.

m Most of the practice teams do not really know their patients’ preferred language for medical
encounters.

m The practice teams do not, for the most part, have a formal means of noting [either in paper chart,
registry or electronic health record (EHR)] preferred language of their patients.

®m Many of the practice teams have bilingual physicians and most have bilingual staff members.

m Only one practice team had trained bilingual staff members. No teams hired outside trained inter-
preters for patient interventions.

m Although they realize the use of family members or friends as interpreters is probably not the best
means of interpretation, all practice teams use them. None use interpreter waivers.

m Most of the practice teams do not have registries or EHR.

m Most of the practice teams did not know about interpreter coverage provided by Medi-Cal Managed
Care or Healthy Families.




m Most of the practice teams would like to use the AT&T language lines, or other telephonic services,
but most have not made alterations to the exam rooms to make this feasible.

m Most of the practices have signage in a variety of languages; signs are at the very least posted in the

front reception areas.

® Many of the practices have signs in the exam rooms as well.

m Most of the practices have at least a minimal number of forms and educational materials translated
into at least one language. Translation is a top priority and request for many of the teams.

m Most of the non-physician practice team members are interested in medical interpretation training;
they voiced concern about their skill levels and patient understanding.

Based on these site visit findings, we’ve developed the following practice assessment tool, with corresponding
recommendations and resources. Please use the feedback form in this document to let us know how you have
used the tool and resources, and what you’ve done to enhance your ability to serve LEP patients.

The complete Onsite Pilot Project Report and “Addressing Language Access in Your Practice” toolkit can be
found at www.medicalleadership.org or www.familydocs.org.

2006 Pilot Project Practice Teams

Harvest Pediatrics, Napa

Joseph Carrillo, MD, team leader
Linda Simas, Office Manager
Jessica Murillo, Medical Assistant

Richmond District Medical Group, San Francisco
Mei-Ling Fong, MD, team leader

Joshua Rassen, MD

Mila Reyes, MA

Theresa Sarao, MA

Harriett Anderson-Henrich

Linda Anker

Sierra Springs Family Wellness Center, Pasadena
Craig Johnson, MD, team leader

Sheyla Perez, receptionist

Marisela Fonseca, MA

Sutter West Medical Group, Winters

Carla Kakutani, MD, team leader

Norma Ramirez, Patient Service Representative
Karina Gonzalez, MA

Margaret Nambier, MD, Hemet (team leader)
Yvonne Gonzalez, front office

Mati Rubio, MA

Kim Divincenzo, back office

Elia Cardona, optical services

Midtown Medical Center, Sacramento
Elizabeth Cassin, team leader
Ivan Rarick, MD




Assessing Your Practice

Every practice is unique. Patients have different language needs and available resources vary.
The goal of this tool is to help you assess your practice’s language needs, identify existing
resources, and develop a plan for improving your practice’s language access.

Try to answer these questions about your practice as a pre-assessment. There are no right or wrong answers
... just a series of guideposts for your path in addressing language and culture in your practice. Think of this as a
diagnosis and treatment algorithm.

Then go to page 6. We have listed the questions again, and after each practice assessment question, we have
given information, resources, and practical tips to address that specific topic.

Q1: What is the most commonly encountered non-English language in your practice?

A:

Q2: What percentage of your practice’s patients speak this language?
A:

Q3: When a patient who speaks limited English comes to the office for a visit, how does your staff
determine whether the patient needs an interpreter?

A:

Q4: Do you have signage in different languages in your office?

A:

Q5: How do you communicate when you see a patient who speaks another language?
Do you speak another language?
Do you have bilingual staff members?
Do you use telephonic or video services?

Q6: Do you have access to trained interpreters?

A:

Q7: Do you use family members and friends as interpreters?

A:

Q8: Does your office have health education materials in other languages?

A:




Assessing Your Practice

Now that you have spent a bit of time thinking about language services in your office, delve
more deeply into the questions, answers and resources we have provided.

This practice assessment tool is based on your feedback and our series of practice visits. It focuses on the most
commonly encountered language in your practice, but if you have more than one prevalent language, you may
want to go through the same questions for each of these languages.

Q1 . What is the most commonly encountered non-English language
in your practice?

Most practices will have one predominant language, which simplifies the steps you can take to make your prac-
tice more accessible to your limited English patients. Practices that have multiple prevalent languages will need
to approach language access a bit differently.

If you are not sure about the most common language in your practice, here are some suggestions for gathering
this information:

m Ask your front office staff. They will likely have a very good sense of the language(s) spoken by your
patients, as they serve as the first line of communication with patients and their families.

m Review a week’s worth of patients. Take a look at the records/charts of all the patients you’ve seen
during the week. Can you make an estimate based on your notes, interactions and chart reflections? Is
language or interpreter use included in the chart or record?

m Have a providers’ meeting. Because you do not see and treat patients in a vacuum, your practice team
will be helpful in determining the prevailing languages among your patients. Consider holding a team
meeting, with all providers and staff members present, to discuss the issues of language and language
services.

Q2Z What percentage of your practice’s patients speak this language?

If only 5% of your patients are LEP, your solutions may be different than those for a practice with 25% LEP. If
you don’t know the percentages in your practice, there are some web-based resources that can give you quick
demographic estimates, including language spoken, of the geographical area that your practice serves. The 2000
U.S. Census has given us the opportunity to get this information with relative ease.

®m American Factfinder is a web-based program that gives you immediate access to data from the 2000
census. This site gives language demographics down to the census track level. Go to www.census.gov
and enter your city and state into the Population Finder. On the left hand navigation bar on the
Population Page, you can click on People, then Origins and Language to pull several demographic




reports. Scroll down to find the county and/or census track in which you are interested. This chart will
tell you the number of people who speak English less than “very well,” which can be taken as one meas-
ure of limited English proficiency.

While this chart does not list the individual languages in as much detail as you might like, another chart
does. On the same American Factfinder website, go to Summary File 3, Table PCT10. This table lists
languages spoken at home by individuals 5+-years-old, by state.

® The Modern Languages Association has a language map based on data from the 2000 U.S. Census
that allows you to search for 30 different languages by state, county, city, and even zip code. Using the
map is a bit cumbersome, because you have to search by each language separately, but it does give you
a graphic view of where particular language populations are located. Again, not all of these people are
necessarily LEP, but this map gives you an idea of the ethnic communities in your catchment area.

www.mla.org.

Q3Z When a patient who speaks limited English comes to the office for a visit, how
does your staff determine whether the patient needs an interpreter?

If you don’t have a standardized way of assessing whether Mrs. Garcia or Mr. Chen needs language assistance
when they come to their appointment, we have some tips on asking about and tracking language preference, as
well as samples of “I Speak” posters that you can use.

Asking about Language Preference
How you ask a patient about his or her language will affect the response you get.

Poor:  “You (or the patient) won t need an interpreter, will you?”
Asking the question this way discourages the patient, or the person who is making the
appointment, from asking for the language assistance that he or she may need.

Basic:  “What language do you (or the patient) speak at home?”
This question will get you information about the patient’s home language, but ignores the
possibility that the patient may be bilingual in English as well.

Better: “Do you need an interpreter for your visit? In what language? ”
This question may generate information on the need for an interpreter. On the other hand, many
patients may reply in the negative, believing that they have to either bring their own interpreter
or have a family member interpret. As a result, you will not get an accurate record of how many
limited English proficient patients you are treating and from what language groups.

Best:  “In what language do you (or the person for whom you are making the appointment) prefer to
receive your health care?”
Asking the question this way will provide you information on the language the patient feels he
or she needs to speak in a health-related conversation. If the answer is a language other than
English, you can plan to have language assistance available for the patient, and you can add this
information to the patient’s record.




Tracking Language Preference
Once you know whether the patient needs an interpreter, and what
language interpreter he or she needs, it’s important to record the infor-

Examples of Language Codes

. .. . . AM: Ambhari
mation for future reference. How you record this information will help AN: Arrrnneilrifn
you decide what you can do with it, and help you with recordkeeping AR: Arabic

for reimbursement/payment.

AS: American Sign Language

CA: Cantonese

Basic: Add a color or letter code to the patient's chart. | CJ: Chou Jou
Note that he or she needs an interpreter. CM: Cambodian
Designate a code or color for each language. FA: Farsi
FR: French
Better: Add the information under “Notes” in a HI: Hindi
atient s ent HM: Hmong
i d4d th t’yf tient regist dat HT: Haitian Creole
e note in your patient registry or data- KR: Korean
bas.e, so that when a receptionist .pulls the LA: Lao
patient’s record to make an appointment, the MI: Mien
information about the need for an interpreter MN: Mandarin
and the language is noted as well. PT: Portuguese
RS: Russian
Best: Add a question on your patient registration SC: Serbo-proatian
form or in your EHR. SO: Somgh
Not only will you know when a patient is SP: Spgmsh
. . TA: Taiwanese
scheduled that he or she will need an inter-
TG: Tagalog

preter, you will also be able to track how many
patients you have who speak a particular
language and how often they are seen.
Specifying a data field for a language code

TI: Tigrigna
UK: Ukrainian
UR: Urdu

VT: Vietnamese

requires knowledge of software management
and may need to be done by a professional. This is essential to advocate for better
services and higher reimbursement from insurance and managed care companies.

As you start tracking patient language needs, you’ll get a better idea of exactly whom you are serving and what
sort of resources you’ll need to establish an effective language access program.

Language Identification Posters

If the patient shows up at your office and you cannot identify what language he or she speaks, a “language iden
tification poster” can be helpful. Most telephonic interpreting companies will provide “I Speak” posters free of
charge as part of their services. We have included samples of them in Appendix C.

m The Federal government has an “I Speak” document that was used by the U.S. Census Bureau. It has
the following message in 38 languages: Mark this box if you read or speak [language].
www.usdoj.gov/crt/cor/Pubs/ISpeakCards.pdf

® The Massachusetts Department of Public Health has “I Speak” sheets available on its Web site. This
sheet contains this message in 31 languages: You have a right to a medical interpreter at no cost to you.
Please point to your language. A medical interpreter will be called. Please wait.
www.state.ma.us/dph/omb/interp/interpreter.htm

® The Florida Agency for Workforce Innovation has a flyer in 21 languages that reads: Attention. If you
do not speak English, or if you are deaf, hard of hearing, or sight impaired, you can have interpretive
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and translation services provided at no charge. Please ask for assistance.
www.floridajobs.org/PDG/PostersforEmployers/IS%20Poster%2011x17.pdf

Q4Z Does your office have signage and forms in Non-English languages?

Posting signs and providing forms in the most common non-English language(s) of your practice is a simple
way to make your practice more welcoming to limited English speakers. We’ve provided a sample of common
signage terms in five common languages.

The Institute for Healthcare Advancement has translated low-literacy advanced directives into Spanish and
Chinese, which are available at:

m English version: www.iha4health.org/html/advance%20directive%20english.pdf

m Spanish version: www.iha4health.org/html/advance%20directive%20spanish.pdf
m Chinese version: www.iha4health.org/html/Advance Healthcare Directive-Chinese.pdf

Term Spanish Chinese Tagalog Vietnamese | Russian
Welcome Bienvenide Bk Mabuhay Lé1 vao Hodpo
MOAATOBATE!
Bathroom Baiio 6 B Kubeta Cau tiéu Tyaner
Please be Por favor TR Iaupeo po ¥ mit ngdr | Cagurecs.
seated siéntese kave mozATyicTal
Please bring Por favor HErRBYE | U EEER | Pakidala po Mo 1an gap [TomamvicTa,
VOour traiga sus ang mga bac sixin nhe | nprHOCHTE
medication botes de botelyaa ng dem theo OVTEITOURH ©
bottles with medicina con ZAMOT LNYo nhitng lo Bammnm
vou to everv | usted cada sa tuwing fhmée ca quy | TekapcTBaMm
Visit visita kavo av Vi KAAIRIT pas.
magpapatingin KoTda
za doktor IPHXOINTE K
Epaty Ha
IPHENL.
Exit Salida H Salida Lot BrIxox

This translation was provided by the San Francisco General Hospital Interpreter Services office.




Q5: How do you communicate when you see a patient who speaks
another language?

Whatever you have in place for interpreting, we have some suggestions for assessing the adequacy and quality
of these resources.

Do You Speak a Language Other Than English?

Assessing Your Own Bilingual Skills

Do you speak another language well enough to conduct an effective medical interview with a patient? If so, you
may be your own best language resource. Using your own bilingual skills means that all communication, both
oral and written, is done in the language of the patient. No interpreters are necessary, and the doctor-patient
relationship can be developed more easily. The main concern is whether you are truly bilingual. If you are only
semi-fluent in the patient’s language, the potential for serious error is great.

You know how to do these things in English. Can you do them
in the patient’s language? How do you judge, exactly, whether
your language skills are good enough to understand and to be
understood? It can be helpful to reflect on where you learned
the language, and what you will be discussing during the visit.

Medical interviewing is a difficult
task in any language. It includes a
number of key skills:

B Formulating questions easily and
effectively.
B Asking a question in a different way if it

Where did you learn the language?
The longer you have lived and functioned in a community in

was not understood.

B Understanding the response. This may
mean understanding nuance and connota-
tion, as well as understanding colloquial

references to anatomy and bodily functions.

B Understanding regional variations in the
language.

B Knowing terminology for anatomy and
health care concepts.

B Negotiating and agreeing upon a course of
action.

B Inspiring trust by communicating your
competence.

which the patient’s language is spoken, the better the chance
that your language skills are up to the challenge. The more you
have learned the language only at home or only at school, the
more you should be concerned about assessing your skills
before interviewing patients because your vocabulary may not
include medical terminology, for example “appendectomy” in
Spanish or “ultrasound” in Mandarin.

Even if you have lived and functioned in a non-English-
dominant community, or if you have studied a language
formally, you may still need to learn additional medical and
health-related terminology.

What are you going to be discussing during this visit?

Are you calling about a normal lab result? Or are you telling someone that her tumor is malignant and non-
treatable? Are you setting a broken leg or treating male impotence? The more delicate the nature of the interac-
tion, the better your language skills will need to be.
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Testing Your Language Skills

It can be helpful to have an objective assessment of your language skills, both to alert you to areas where you
may want to call in an interpreter, and to highlight areas for improvement. You can do an informal assessment of
your skills with the assistance of a colleague who is fluent in the language you are trying to assess. There are
many ways to do this. Here’s one to try:

For this assessment, you need the help of a fluent (preferably native) speaker of the language of
which you wish to test your command. Ask this person to listen as you talk about some of your
patients, and to note down the number of times you make errors that would lead to misunderstandings or
express yourself in a way that would undermine a patient’s trust in you. Then describe to this

individual the last five cases that you attended that day. Include the patient’s demographics, history,

and symptoms, your diagnosis and treatment plan, and how you expect the patient to respond. As

you speak, notice how often you are stuck on vocabulary, or working around ideas that you don’t

know how to express.

When you are done, listen to your listener’s feedback and consider your own evaluation of your skill
level. Based on this assessment you may conclude that you are doing fine, that you simply need to
study some terminology, or that your skills are too rudimentary for accurate communication in a
medical setting.

After testing your skills, you may decide to use an interpreter, or at least have a fluent bilingual
present with orders to intervene if you misunderstand or misspeak. Regardless, feel free to use your
language skills to greet patients and conduct some small talk. Most patients will greatly appreciate
any attempt to speak their language, even if it merges quickly into the medical interview conducted
through an interpreter.

Do You Have Staff Who are Bilingual?

Assessing Your Staff’s Bilingual Skills

Given that most offices do not have the volume of LEP patients to justify hiring staff or contract professional
interpreters practicing physicians often rely on bilingual staff for medical interpreting. With a bit of forethought
and planning, you can optimize this important office resource.

If you have one or two predominant languages in your practice, bilingual staff can be critical to the office func-
tioning smoothly. Not only can they communicate directly with your patients, but with some training, they can
serve as your interpreter during the patient-physician visit.

Here are some suggestions for optimizing the role of bilingual staff in your office:

® When you are hiring a new staff member, think about your practice’s language needs, and consider
hiring someone bilingual.

m Consider including bilingual fluency as a desired or required quality for the position, and placing your
ads in ethnic papers.

m During the interview process, ask about language fluency and use, including how the person has used
his or her language skills in previous positions.

m Consider asking your final candidates for the position to undergo formal assessment of their language
skills.

11



m Finally, if you anticipate that your bilingual staff member will be spending significant amounts of time
interpreting for medical encounters, strongly consider sending him or her to a basic training on medical
interpreting.

Testing your staff’s language skills
If you will be depending on your staff members’ language skills, consider asking them to undergo a formal
assessment. Here are some possible resources for such testing:

m Language Testing International (LTI) is the official testing arm of the American Council on the
Teaching of Foreign Languages. It provides basic language proficiency testing in 48 languages, based on
an over-the-phone guided conversation with a trained evaluator who will use clearly elucidated criteria
to assign a proficiency level (novice, intermediate, advanced, master) to the candidate. LTI’s tests evalu-
ate general language use and are not specific to medical settings. For information go to

www.languagetesting.com.

m Language Line Services (LLS) provides language proficiency testing over the phone, including a test
specialized for health care settings. LLS tests vocabulary, grammar and syntax in more than 150 lan-
guages. For more information, call (877) 351-6636, email LLU@languageline.com or

www.languagelineservices.com/prod serv_llu tests.php.

m [f one of your current staff members is fully fluent in the language being tested, ask him or her to
have a conversation with the prospective staff member as an informal assessment.

Interpreter training for bilingual staff

If your staff member will be spending a significant amount of time interpreting for medical encounters, it is best
if he or she undergoes basic training on how to be an effective medical interpreter. There are a number of train-
ings currently available throughout the state of California.

m Cross Cultural Health Care Program: www.xculture.org/index.cfm

m LA Care: www.lacare.org/opencms/opencms/en/providers/education/index.html

m Connecting Worlds: Training for Health Care Interpreters www.calendow.org/reference/publi-
cations/pdf/cultural/Connecting%20Worlds/Participant Workbook.pdf

m California Standards for Healthcare Interpreters:
www.calendow.org/reference/publications/pdf/cultural/ TCE0701-2002 California Sta.pdf

Additional considerations
While bilingual staff can be critical to ensuring language access for your LEP patients, you should be aware that
there may be some drawbacks to relying heavily on bilingual staff:

m The disruption it causes to office flow when, for example, the bilingual MA is interpreting instead of
processing patients, and the potential for staff conflict if this employee is perceived to not be fulfilling
his or her primary job responsibility;

m The hidden costs inherent in this employee’s lower productivity; and,

m The possibility that certain bilingual staff members will not have the linguistic competence, the educa-
tion or the capacity to be a qualified interpreter.
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QGI Do you have access to trained interpreters?

Professional medical interpreters are considered the “gold standard” for communication with LEP patients. Fully
bilingual in English and at least one other language, they typically have training in medical terminology and
medical concepts, in managing a three-way conversation, and in the ethics of medical interpreting (issues of con-
fidentiality, transparency, accuracy, etc.).

Working with a Trained Medical Interpreter
If you are working with a trained medical interpreter, these tips may make the encounter go more smoothly:

m [f you have the opportunity, give the interpreter a quick preview of your patient and what you antici-
pate will be covered during the visit.

® During the medical interview, speak directly to the patient, not to the interpreter: “Tell me why you
came in today” instead of “Ask her why she came in today.”

m A professional interpreter will use the first person in interpreting, reflecting exactly what the patient
said: e.g. “My stomach hurts” instead of “She says her stomach hurts.” This allows you to hear the

E 13

patient’s “voice” most accurately and deal with the patient directly.

m Speak at an even pace in relatively short segments; pause often to allow the interpreter to interpret.
You don’t need to speak too slowly; this actually makes a competent interpreter’s job more difficult.

m Don’t say anything you don’t want interpreted; it is the interpreter’s job to interpret everything.

m [f you must address the interpreter about an issue of communication or culture, let the patient know
first what you are going to be discussing with the interpreter.

m Speak in: Standard English (avoid slang) Ask only ONE
- Layman’s terms (avoid medical terminology and jargon) . .
question at a time.

- Straightforward sentence structure
- Complete sentences and ideas

m Ask the interpreter to point out potential cultural misunderstandings that may arise. Respect an inter-
preter’s judgment that a particular question is culturally inappropriate and either rephrase the question or
ask the interpreter’s help in eliciting the information in a more appropriate way.

® Do not hold the interpreter responsible for what the patient says or doesn’t say. The interpreter is the
medium, not the source, of the message.

m Avoid interrupting the interpretation. Many concepts you express have no linguistic, or conceptual
equivalent in other languages. The interpreter may have to paint word pictures of many terms you use.

This may take longer than your original speech.

® Don’t make assumptions about the patient’s education level. An inability to speak English does not
necessarily indicate a lack of education.

m Acknowledge the interpreter as a professional in communication. Respect his or her role.

13



Finding a trained medical interpreter
Physicians in California should know that all Medi-Cal managed care plans are required to provide interpreting
services for their enrollees when they go to see the doctor.

The California Endowment’s Medical Leadership Council on Cultural Proficiency has launched a Web site, open
to the public, that includes an Interpreter Resources database. This county-by-county database lists many inter-
preter resources with information on each. While these services are not endorsed, they have been vetted for
accuracy and are updated regularly; go to www.medicalleadership.org.

The California Endowment has also published a booklet detailing the information on interpreter service avail-
ability and payment. “Interpreter Services Available from Medi-Cal Managed Care and Healthy Families Plans”
can be found at www.calendow.org. We’ve included the list of health plans with their contact information for
face-to-face interpreters and telephone interpreters in Appendix F.

Telephonic Medical Interpreters

You can work with professional medical interpreters either in person or “remotely,” meaning that the interpreter
is not physically in the room. Telephone interpreters are by far the most common type of remote interpreter used
in health care.

All practices should probably have a contract with a telephonic interpreting agency. Even if the service is rarely
used, it can be, literally, a lifesaver.

Telephone interpreters are easier and quicker to access, but are unable to assist with nonverbal communication,
and can be difficult (or impossible) to use with patients who are hard of hearing. Appendix D provides a side-by-
side comparison of when telephone interpreting or in-person interpreting is most appropriate.

Working with a telephonic interpreter

When working with an interpreter over a speakerphone or with dual head/handsets, many of the same principles
discussed above apply. The only additional thing to remember is that the interpreter is “blind” to the visual cues
in the room. The following will help the interpreter do a better job.

® When the interpreter comes onto the line let the interpreter know the following:
- Who you are
- Who else is in the room
- What sort of office practice this is
- What sort of appointment this is
m For example, “Hello interpreter, this is Dr. Jameson. | have Mrs. Dominguez and her adult daughter
here for Mrs. Dominguez’ annual exam.”
® Give the interpreter the opportunity to quickly introduce him/herself to the patient.
m [f you point to a chart, a drawing, a body part or a piece of equipment, verbalize what you are
pointing to as you do it.

When to use the telephone

When choosing between a telephonic and an on-site interpreter, cost should be a consideration. Since contracted
onsite interpreters are usually paid by the hour and telephonic services charged by the minute, telephonic inter-
preting is often cheaper for short encounters but much more expensive for longer ones. For example, if you pay
$40/hour for an onsite interpreter and $2.50 per minute for a telephonic interpreter, it would be less expensive to
pay a telephonic service for any encounter less than 16 minutes.
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Equipping your office

Telephonic interpreting is only as good as the technology used to provide it. Using a regular telephone and pass-
ing the handset between patient and physician will result in substandard communication, as it forces the inter-
preter into the role of mediator and almost always results in significant omissions. High quality speakerphones
are a much better option, especially in quiet environments such as a closed exam room. For noisy environments
such as the emergency department, or for quasi-public environments such as a business office, the use of a
phone with dual-handsets or dual headsets will provide clear communication and protect confidentiality.

Here are some options for equipping your office with appropriate phones. To choose which is best for you, con-
sider how often you see LEP patients, how often you’ll need to access a telephonic interpreter, and how private
the setting is where the interpreting will take place.

® Speakerphones

Install speakerphones in every
exam room or install phone jacks
in every exam room and purchase
one speakerphone that can be
plugged easily into any room when
needed.

Another option is to purchase one
cordless phone with speakerphone
capacity. The base of the phone
will stay at a nursing station, while
the handset can be taken into any
exam room and set to “speaker” for
the interpretation. Cost: $90-$125
to purchase commercially. Some
telephonic companies will lease
such a phone for less than
815/month per unit.*

In addition to a cordless phone
with speakerphone option, you may
check to see if your cell phone has
a speakerphone option or attach-
ment. While not a perfect solution,
this might be a convenient option.

You may also elect to dedicate one
exam room for speakerphone capa-
bility. This would require pre-
appointment identification of an
LEP patient, allowing your staff to
place the patient in the speaker-
phone room, and have the service
ready.

Speakerphones let everyone in the
room, including family and friends,
hear the conversation, just as they
would if English were being spo-
ken. They also free up your hands
to make notes, to look something
up in the chart, or to do a physical
exam. On the other hand, speaker-
phones are not appropriate in a
public area, such as reception,
where the loud speaker will com-
promise the patient’s right to priva-
cy under HIPAA.

® Dual handsets

Install a regular phone in every
exam room, with a “splitter” that
allows you to plug in two handsets
to the phone. If you don’t want to
install a phone in every exam
room, install phone jacks and have
one phone available that can be
brought in and plugged in when
needed. Cost: Less than $20 for a
handset, cable and splitter to retro-
fit an existing telephone.*

Dual handsets can be very conven-
ient and, unlike speakerphones, can
assure confidentiality in an open
area or in an exam room with thin
walls. On the other hand, they teth-
er you to the telephone base and
can be awkward if you have family
members accompanying the
patient, as they will be unable to

hear the interpretation.

For a small monthly fee, some tele-
phonic interpreting companies will
lease a special telephone with two
handsets, one for you and one for
the patient. In some cases, the tele-
phone links you directly with that
company’s interpreters; in others, a
“speed dial” option can be pro-
grammed to reach the interpreting
agency directly. Cost: Less than
$5/month per unit.*

m Headsets

Another option is to purchase dual
headsets for your phones, so that
the interpreter’s voice cannot be
heard in neighboring exam rooms
or public spaces. Again, using a
splitter, or through the rental of
special equipment through the tele-
phonic interpreting company, head-
sets can be added to almost any
regular telephone. Cost: Less than
810/month per unit for the rental of
a headset retrofit package.*

Wireless headsets can also be used.
This is particularly useful for
physicians who need to communi-
cate with patients while performing
a procedure. Cost: Approximately
$350-400 for purchase of a wire-
less headset and base.*

* Costs listed here are estimates and may
change at any time.
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Q7Z Do you use family members and friends as interpreters?

There are times when your only option is to use an untrained interpreter, typically a patient’s family member or
friend. We strongly discourage the use of minor children, and urge you consider issues of confidentiality and
appropriateness when choosing to use a family member or friend in certain medically sensitive encounters, for
example:

® Domestic violence: Be attuned to the possibility of domestic violence, particularly when a husband
insists on interpreting for his wife. Obviously using a batterer as the interpreter makes it unlikely that
you will obtain an accurate history.

m Health-related behaviors: Asking about sexual activity, history of STIs, past or ongoing alcohol and
drug use is sensitive for all patients, regardless of language or the need for interpretation. You may want
to think twice before asking these questions if a family member or friend is serving as your interpreter.
If the question is critical to the patient’s presentation, the answer you receive may not be accurate,
depending on who the interpreter is.

m Mental health: Depression and other mental illness is often stigmatized, which can create a barrier to
the patient engaging in care when a family member or friend is present as the interpreter.

® Major diagnoses: When you are discussing a major diagnosis, particularly cancer, think twice before
asking a family member to interpret. An effective interpreter is one who focuses on conveying informa-
tion between the patient and the physician, not someone who is emotionally or personally involved, and
who will have many questions of his or her own to ask about the diagnosis and treatment.

Working with untrained interpreters entails much more work for you, but here are some tips that can help. The
same principles of working with trained interpreters apply, but are even more important with untrained inter-
preters, especially interpreters whose own English (in the case of family members or friends) or non-English lan-
guage skills (in the case of patients’ grown children who grew up in the US) may not be very good. In addition,
untrained interpreters will need more guidance to make the encounter go smoothly.

m After introducing yourself to the patient, introduce yourself to the interpreter. Gauge the interpreter’s
level of English skills and professional training, and remind the interpreter that you expect everything to
be interpreted accurately and completely. Direct the interpreter to avoid paraphrasing or answering for
the patient, and to let you know if you need to repeat yourself, explain something or slow down.

® Introduce the interpreter to the patient (if they do not know one another) and explain the interpreter’s
role. Ask the patient to speak to you directly.

m Position the interpreter next to anda | Use the “Teach Back” Method
bit behind the patient. By getting the
interpreter out of the line of sight, there | Check in frequently with the patient by using the “teach back”
is a greater possibility that you can me'glod: o .
engage the patient instead of having the 1. “Please .tell me evegthlng I just told you.

. . . 2. Speak simply, pausing between sentences. Remember to
patient talk to the interpreter. Sign lan- . .

nt ters should be positioned speak to the patient, not the interpreter.

guage mnterpre L p . 3. Be prepared to interrupt if you sense the interpreter is getting
next to the physwlan, so that the patient sidetracked or is not being complete.
can see the interpreter’s hands.
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m [f you are concerned that the interpreter has not interpreted everything, ask the interpreter to do so.

m [f the interpreter and the patient get into a conversation that is not interpreted for you, interrupt and
ask the interpreter to let you know everything that is being said.

Q8: Does your office have health education materials in other languages?

Providing health education materials to your non-English-speaking patients in their preferred language can
enhance adherence and patient engagement. Fortunately, there are a growing number of web-based resources
that provide translated health education materials in a variety of languages. At the same time, the quality of the
translation, including literacy level and cultural appropriateness, may be difficult to ascertain. You may want
someone you trust to review any materials before making them widely available to your patients.

B Healthy Roads Media, Fargo, North Dakota

Health education materials on a variety of topics tailored to low literacy and limited English proficiency popula-
tions. Materials are available in audio, multimedia and written formats. Topics include domestic violence, dental
health, diabetes, asthma, cold and flu, hepatitis B vaccination, and smoking cessation. Languages include Arabic,
Bosnian, English, Russian, Somali, Spanish and Vietnamese. This Web site also includes a page of useful links.
www. healthyroadsmedia.org

c Healthy Roads Media - Windows Internet Explorer

G . .ﬂ_ http: vy, healthyroadsmedia. orgl ¥y X
Google (G~ v oGo s & B - Oy Bookmarkse Bii2blocked " check v Autolink - | o Send tor
T8 4| @ Healthy Roads Media - omn o

HEALTHY ROADS GET HELP d
’ Me Rl B GET ANSWERS <

Lo B e e i S 1 veseion | w1 P
= o T . U A N <l e
Welcome to Healthy Roads Media
Home

New Materials!

What's new?
Project Partners

rmation access is a basic healthcare need. Literacy, health-literacy, illness, aging, disability and language are all issues that ¢
btaining basic health information. This site contains free health education materials in a number of languages and a variet!

ere are many contributors to Healthy Roads Media. Our text is always from reliable sources and the information is reviewed regular

Multimedi
our partners provide both English and non-English text. We only accept translated materials that have been created through a quality

h? process. If Healthy Roads Media does the translation, then the work is carried out by certified translators, again through a quality con
Web Video L= process. We work to make sure that the translations are done in a way to make them easy-to-read and as accessible as possible to p
L ] literacy challenges. High quality translation is a complex and difficult process, especially when trying to accurately communicate health |
M“E[i:‘deo We welcome any suggestions.
T The Formats
nﬁfﬁ“:: Thelrr?alzterials are available ip multiple fom?ats:chat can be used Fon—\ine as weI’I as downloaded and used off—line. By maki?g 1‘:he same ¢

& & Internet
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B The Medical Leadership Council for Cultural Proficiency Web site includes a county-by-county database of
interpreter services. A caveat: we have not reviewed the individual materials for content accuracy, literacy level
or cultural appropriateness.

www.medicalleadership.org

About the MLC - Windows Internet Explorer

a R _2’.'__ http: jfvww medicalleadership.orgf
CO.nge G~ ¥ Goo g2 @ E—ﬁ’ - % Bookmarksw @12 blocked A;E’ Check « %, Autolink | w# Send bow

MIC

al Leadership Counci
ral Froficiency

oA | G pbout the ML

Home Contact Us Search

Mews & Information

Ewents Calendar

Educational Tools

Language Access
Resources

MLC Presentations

Membership As individual organizations and under the umbrelia of the MLC we:

W www.ethnomed.org
This site offers patient education materials, including videos, brochures and handouts, in at least 12 languages. It

is also a reference for educational meetings on cultural proficiency, language access and health disparities.

-— P g

ethnomed

» Healthlinks » HMC r uw

The EthnoMed site contains information about cultural beliefs, medical issues and other re
care of recent immigrants to Seattle or the US, many of whom are refugees fleeing war-torn par

Cambodian Can't find what you want? Try using the Search within EthnoMed using a word or topic.

@& Eritrean

@ Ethiopian

@ Hispanic

@ Oromo

@ Somali

@ Tigrean

@ Vietnamese
& Other groups

Printable Page

September 2007

Cross Cultural Health
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B www.calendow.org
This is The California Endowment site. Many of its publications, including information on patient education,
interpreter training and interpreter payment are available for download, free of charge.

W www.familydoctor.org
This is the American Academy of Family Physicians’ patient site, and includes dozens of patient education

pieces, in English and Spanish. It does not yet offer other languages.

B Immunization Action Coalition

Useful written materials on vaccinations in 32 languages, including Vaccine Information Statements, health edu-
cation materials and screening questionnaires for adult and child vaccinations.
www.immunize.org/catg.d/noneng.htm

B Multicultural Health Communication Service, New South Wales, Australia

More than 450 multilingual health information publications in a wide range of languages, with new publications
posted monthly. All materials are endorsed by the New South Wales Department of Health.
www.mhcs.health.nsw.gov.au/

B Resource Center of the Cross Cultural Health Care Program
A useful resource for getting help in finding translated materials. You can contact the Research Librarian at

(206) 860-0329.
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Conclusion

Caring for patients with limited English proficiency can be challenging, but it is also very
rewarding. We hope this Practice Assessment provides you with the head start you need to
improve or enhance the care you and your practice team are able to provide to this special

patient population, make your practice more welcoming, and increase both your and your patients’ satisfaction
with the health care experience.

We’d love your feedback. Please complete the evaluation at the end of this handbook and return it to us.

Or feel free to send an email with questions, comments, or recommendations to:
SRodrigues@medicalleadership.org. Thank you.
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Be sure you know:
How to take your medicine
When to take your medicine
Why you should take your medicine

Your doctor, pharmacist, or nurse can answer
your questions.

Forgetting to take a medicine can cause harm!

A pill organizer can help you remember to take all your medicines.

How to use a pill organizer:

1.

Pill organizers have one box labeled for each

day of the week.

Pick a day of the week when you have time
to fill the entire box.

Ask vour nurse to show vou exactly how to
fill the pill organizer.
At the end of each day, look in that day’s

box to see if you have any pills left that you
forgot to take.

Once a week, refill all the boxes.

If you need help, we can send a nurse to your
home to teach you how to fill the pill organizer.

You can use a larger pill organizer if you have
to take pills more than once or twice a day.

Please keep pills in their original bottles. Remember to bring all your
medicine bottles with you to all your clinic appointments.

Warning : Keep all your medicines where children cannot reach them.

Provided by the San Francisco General Hospital Health Education Training Department and Interpretation Service.
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Hagase cargo de sus medicamentos

Asegurese de saber:
COMO tomar su medicamento
Cuando tomar su medicamento
Por qué debe tomar su medicamento

Su médico, farmacéutico/a o enfermero/a puede
responder a sus preguntas.

jOlvidar tomar su medicamento puede causar dafio!

Un organizador de pildoras puede ayudarlo a recordar que debe tomar todos sus
medicamentos.

Cbmo se debe utilizar un organizador de pildoras:

1. Los organizadores de pildoras tienen un compartimento
rotulado para cada dia de la semana.

2. Eljja un difa de la semana en que usted tenga tiempo para
llenar todos los compartimentos.

3. Pidale a su enfermera que le indique exactamente cémo debe

llenar el organizador de pildoras.

4. Al final de cada dia, mire el compartimento
correspondiente a ese dia para ver si hay alguna
pildora que usted se haya olvidado de tomar.

5. Rellene todos los compartimentos una vez por
semana.

0. Sinecesita ayuda, podemos enviar una enfermera a su domicilio
para que le ensefie a llenar el organizador de pildoras.

7. Puede utilizar un organizador de pildoras mas grande si debe
tomarlas mas de una o dos veces por dia.

Por favor conserve las pildoras en sus frascos originales. Recuerde traer todos sus frascos
de medicamentos a todas sus citas en la clinica.

Advertencia : Mantenga todos sus medicamentos fuera del alcance de los nifios.

Pillbox Instructions - Spanish

Provided by the San Francisco General Hospital Health Education Training Department and Interpretation Service.
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Pillbox Instructions - Chinese

Provided by the San Francisco General Hospital Health Education Training Department and Interpretation Service.
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Quan ly thudc ciia ban

Ban chic chin phai biét:
Cach udng thudc nhu thé nao
Khi nao can udng thudc
Tai sao ban can phai udng thudc nay

Béc si, dugc si hay y ta c6 thé gitip ban trd 101 cac cau

héi nay.

Quén udng thude co thé gay hai cho ban!

Hop séap x&p thuoc cd thé gitp ban nhd uong tat ca cac

vién thudc.

Cich sir dung hop sip xép thuoc:

1.

. Mo1 tuan mot lan, danh dau lai vao tat ca cac o.

Céc hop sdp xeép thude c6 mdt 6 nhan hi¢u cho
moi ngay st dung trong tuan.

. Chon mdt ngay trong tuan khi ban co thoi gian dé

danh dau vao toan b 6 do.

. Hay dé nehi v t4 ctia ban chi cho ban céch danh

dau chinh xac vao hop sap xép thuoc.

Vao cudi moéi ngay, hdy nhin vao 6 cua ngay
hom dé xem ban c¢6 quén uong vién thuoc nao
khong.

Néu ban can trg gitip, chung t61 c6 thé cir mot y ta
dén nha hudéng dan ban cach dién vao hop sap xep
thuoc.

Ban c6 thé str dung mot hop sip xép thude 16n
hon né€u ban phai uong thuoc tir 2 1an tré Ién trong
1 ngay.

Hay giit cac vién thudc & nguyén trong lo. Hay nhd mang tat ca cac lo thudce
cua ban dén tat ca cac cudc hen tai phong kham.

Canh cao: Hiy dé tit ca cac loai thudc tranh xa tim tay tré em.

Pillbox Instructions - Vietnamese

Provided by the San Francisco General Hospital Health Education Training Department and Interpretation Service.
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Kak cucreMaTn3npoBaTtb NpmemMm CBOoUX JfiekapctB

VoeaunTech B TOM, UTO 3HaAETE:
KaK npunmvars cson Aekapcrsa
Koma OPUHUMATD CBOU ACKAPCTBA
[ANA Y4ero Brr AooAKHbI IPHHIMATE CBOM AEKAPCTBA

Ha Barmm BOIIpOCEI MOTYT OTBETUTD BaIll ACYAIIUIT BPad,
arTekapb MAH OOCAYKHBAFOIIIAS BAC MEACECTPA.

3a0BIBYMBOCTD IIPHU IIPHEME ACKAPCTB MOKET OKA3aThCA
orracHou!

ITomoun CHCTEMATHU3NPOBATD IIPHUEM BCCX BAITIUX ACKAPCTB MOKCT IICHAA-OPTAHHU3ATOP.

Kak nonb3oBaTbCcsi neHanom ans JIeKapcCTB:

1. B memasax AAfl A€KapCTB Ha KAKABIH ACHB HEACAHT
IIPEAYCMOTPEHA OIIPEACACHHAA AICHKA.

2. Beibepure AeHb HeAeAH, KOTAA Bl BBIAATITE BpEMA AAA
3AIIOAHEHUS BCETO IIEHAAA.

3. HOHpOCI/ITC CBOIO MCACECTPY B TOYHOCTH ITOKA3ATh, KAK
S3AITOAHATD ITICHAA AAA ACKADCTB.

4. B xoHIIe K2XKAOIO AHA B3TASHUTE HA
COOTBETCTBYIOIIYIO €My AYCHKY II€HAAQ, ITOOBI
YOEAUTBCSA, HE OCTAAOCH AH TaM KAKUX-AHOO TAOAETOK
HAM KAIICYA, KOTOpBIe BBI 3a0BIAY IIPUHATE.

5. Pa3 B HeAeArO IIPOBEANTE 3AIIOAHEHHE BCEX AYECK.

6. Ecam Bam HeoOXOAMMA ITOMOIIB, MBI MOYKEM IIOCAATH HA
AOM MEACECTPY, ITOOBI 00yunTh Bac 3amoAnenuro nenasa
AASl TADAETOK.

7. BBl MOXKET BOCIIOAB30BATHCA IIEHAAOM-OPTAHH3ATOPOM
OoABIIIETO pasMepa, ecAn Bam mpuxoAnTcs mpuHIMAT
AEKAPCTBA YAIIE OAHOIO-ABYX Pa3 B ACHb.

[Tpocrum XpaHUTH TAODAETKH HAM KAIICYABI B TeX (PAAKOHAX, B KOTOPBIX OHI HAXOAHAMCH
n3HavaAbHO. He 3a0pIBaiiTe IPUHOCHTE BCe CBOM (DAAKOHEI C AEKAPCTBAMH HA BCE
Ha3HAYEHHbIE Bam IIpueMEr B MEAYIPEKACHIH.

MpeaynpexpeHune: Xpanure Bce CBOM AEKAPCTBA B MECTAX, HEAOCTYITHBIX AAS
AETEM.

Pillbox Instructions - Russian

Provided by the San Francisco General Hospital Health Education Training Department and Interpretation Service.
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Appendix B: Bring Your Medicines

"90IMIBS Uone)aIdisiul pue Juswpedsq Bujurel] uoneonps yjjesH [ejdsol [ejsuss) oosiourld uesS oy} Aq pepiroid

INO NNV NIX
(bueoyy Hueous) seony) deoy Buooyu nes eay) ueala
yueaq ueau 1Yy leow uleq ennd seonyj deoy ned jee} oay} buew ury

i09ndvud
"OIHUL 8 ainoxundu 19g ef1oy ‘ced niamked nnwealodedaur unumeg

MIND28 09 ‘(919L9AU BehoiLg) ‘ihougaLAg N0Q0D 9 a1ud0oHUdU ‘eLonAurexol]

iISVIOVHO!
‘(so19eA so] opuaAn|oul) eaiuid e| e ebuaA pajsn anb
ZOA eped SOJUdWeRIIPAW SNS 9P SOISkI) SO| SOPO) Pajsh Uod ebieu) JoAej J0d

Be
(G2 T )63 G B Uiy s B DR W N Y By B2

iNOA MNVHL
‘(sauo Aydwa ayj Buipnjoul) o1uIjd 03 aW02 hoA awi)
K1ana noAk yym sajppoq uoijesipaw JnoA |je buliq asea|d

26



Please bring all your medicine bottles
with you every time you come to clinic
(including the empty ones).

THANK YOU!

SRR P EAT AR T R B (4B S)
S

Por favor traiga con usted todos los frascos de sus medicamentos
cada vez que usted venga a la clinica (incluso los frascos vacios).
iGRACIAS!

HoxanyiicTa, NpUHOCUTE €
c000# OYTHLIIOYKH, (BKIIOYAS
nmycThbie), co Bcemu Bamumn
JIEKApPCTBAMM KaKAbIN pa3s,
korja Bel npuxoaure B
KJIMHHUKY.

CITACHUBO!

Xin mang theo taat cad
hoédp thuoac cula bain
moai khi Aiean beanh viean
(kea cal nhédng hodp
thuoac troang khoang)
XIN CAUM ON!

San Francisco General Hospital Medical Center — General Medicine Clinic and P

Provided by the San Francisco General Hospital Health Education Training Department and Interpretation Service.
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Appendix C: “| Speak” Cards

Cm.ﬂtml States U5, Department of Commerce
ens us Bureau of the Census

LANGUAGE IDENTIFICATION FLASHCARD

Ll a1, e 131 all 138 Sl

! I""l.llllllll 1k Eh@ ‘uvml' ||lu|nl|r|_'lia,|l 1w ju _l_llllrl.lullnlunl.l.r,
laF”a l'llrIIIﬂLlr lluul' I.ll.ullllr'll.lr |341 J;Lqusllls"l.l:

AUNIAAA[ITIE: STHAME TSHNWAIAN 137 1

Matka i kahhon komu un taitai pat un sang i Chamorro,

L1 B A B A Ve [ b -y T b — N e e T B0 S EE |- W 2o
MBEBEERMENGIEED » BERERREL XN o

Make kazye sa a si ou li oswa ou pale kreyol ayisyen.

]

Oznacite ovaj kvadrati¢ ako Citate ili govorite hrvatski jezik.

Zaskrinéte tuto kolonku, pokud ¢tete a hovofite ¢esky.

| |
_ = — — -

Kruis dit vakje aan als u Nederlands kunt lezen of spreken.

www.usdoj.gov/crt/cor/Pubs/ISpeakCards.pdf

Arabic

Armenian

Bengali

Cambodian

| Chamorro

Chinese

Creole

Croatian (Serbo-Croatian|

_ Czech

Dutch
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Interpreter Services

Shqip Kreyol Ayisyen
dori b crejléa phr serklbyes ‘alas gaie viziies mjpeksore, Ju I..'.r:"'_ Ou gen dwa a pon erdepret mec ka| gralis, Tanpa maniee noa I.'_"l:'

ié e o s s rebe von ertipeil medikal peu s, Tange @ ann,

regei e gisl giuhin g e Ju figni, de Uju giej

PRs par v zilen mpkeson,

e

BT LAl FATH ma ARG, PETT S e e T

|
JRET BN Emnen

gl

Hmoob

ua| £al beavs kv pab ohais Jus et s

=1 nyia)

kho mab. Ko taw s rau kej bom lus po. Mam b tus Boais les.

n inbern

ehe med

st |

U ! |l seruizia & gr:
Ingua e aferdete, un interarete medice sarh chamals

Kriolu di Kabu Verdi

Kha el i e nasadd, di grasa, Puar tavar,
akainka M &l & Ingua ol nemha, Ta toumadu un
rldrp . Mha v favar,

jike2h . gl it b
HlEaEENEE

lengue, Nows allons cont.

wierpeEte e eal,

sEr CEE

er un interpnale

Veuiler

médigal,

www.state.ma.us/dph/omh/interp/interpreter. htm

Yo have the right 1o a medical imterpreler al no cost 1o

woul, Please poir

our language, A medical imerpretar

will ke calles, Please wait,

Pt;ll'tugués

Woce fem o direho a um irferprete e graga, Por favor apand

& lingua gue vecd tala, s intbrorele seed ghamads, Par lavee

Pfccxuﬁ

Bol e

GHAIYACTA, L - Megauprcaai

DRBITEACTA, NOLOHANT B

éi‘ﬁéko-Hrvatski

W imate prae e besslamsy medicinskeg prevedoca,
Malima vz da pacazabe na vas jazik, Mediznze amvadlae ce al
pozvan,

| mlira vas da sacekaie.

Soomaali

Waxaasd xac ule
lagpuuiu veero. Fadlan
AR laguUu WaCEYAR @8

Espaﬁol

Usted tiene dereche a un marsrele médce grats. Par i
au iiarma, Llamansmas & Jr mtdprate mdies, Pai 1aver esa0mm,

+ sedale

éwahlli

Mi laki yaks ku
Iecinali cf

fégalng

Py warmoatan wang magksroen
aayad, Hure ang lyang woa, Ma

Tiéng Viéet

JuEr
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Interpretive Services

Attention

If you do not speak English, or if you are deaf, hard of hearing, or sight impaired, YOU can have
interpretive and translation services provided at no charge. Please ask for assistance o
iAtencion! Atansyon!

Si usted no habla ingles, o es sordo, 0 mudo, o siego, usted puede
pedir servicios de interprete o tracuctor a no costo de su parte, Por favor,
pida ayuda.

Sparish

Si ou pa pale angle, si ou pa kapab tande (soud), si ou mal pou
tande, si je’ou pa bon, ou ka jwenn moun peu ede-w tradwi epi
enteprete pou'ou gratis. Tanpri mande pou yo ede-w.

Hatian Creece

Attention

Sivous ne parlez pas I'anglals, si vous étes sourd, ou durs
d'oreille ou si vous étes aveugles ou avez des difficultes a bien
voir, vous pouvez abtenir des services d'interpretation ou de traducticn.
Les services son: gratuites, Sl vous plait, demandez de l'aide.

Franch

nugunily

ey, orudennatafiolta, § tenmgman, e orurgmeniuneily, §
ooy J Hunalunautly, ey gwnn tofumubliny s ravauoendn cae
musthenan Yool 910 Fonn OBl Nt seUTAY shiunonusonde

| iz

TN |

T I A A A, T 9 T &, F A SR, A
o feard 2 &, At ame v # FAe # A

I & A &1 O FE A

Brumanue!

Ecnu Bal CTpanaeTe NpoBAEMaMK co CyXom W

IPEHHEM, WA HE TOBOPUTE NO-AHTIMACKK, BBl MOXeTE
BOCTIONLIOBATLCR YCNYTAMK YCTHOTO AW MUCLMEHHOD NepeRoda
HEcNaTHo. Mbl KAEM BALIMY 3AAE0K.

Hinsian

Attenzione

Si voi no parla 'inglese o sono muto, sordo o cieco vol podrel
oftenere les services dun nterpretator o d'un treductor, Voi no deve
pagare niente. Per favore, domandare dassistenza,

lakim

uwaga

Jezeli nie mowiy Panstwo po angielsku, albo jesli Panstwo
a4 glusi lub nie doslyszy lub nie dowidzy, majy Panstwo
dostep do bezplatne) pomocy tlumacza pisemnego lub

ustnego. Proszg zwricic sic 0 pamoc w tym zakresie. -
i

Atencdo

Se voed nio fala inglés, o ndo ouve o néo ouve bem, ndo pode ver hem,
entio pede ler auda gravis, sem ter que pagar pelo servieo, Faga faver de
pedir ajuda,

Harfumiess

Viktig
Hvis du ikke snakker engelsk, er dov, harsalshemmet eler synshemmet kan du fa tdelt
tolk op oversetter uien eksira kostnader. Vennligst be om assistanse

lowyean

gl
Jimall iy o f ol s i bl 19 ] Gl Y1y
cliad oy Bacliad) Ll Gy AU Gl class Lo

i

Viktig
Om du ¢ talar engelska, eller om du i div, har svirt for ait héra, eller dr
synskadad, kan du erhdlla tolknings- eller dversbttningsservice utan kostoad, Vor
god friga om assisians.

Gwedich

pansin
Kung hindi ka marunong magsalita ng Ingles or kaya'y bingi ka, mahina ang
pandinig o masama ang paningin, may mga tagapagsalin sa iyong wika na
makakatulong sa iyo, Ang serbisyong ito ay walang bayad. Mangyaring humingi
lamang ng tulong,

Tl

Achtung:

Wenn Sie nicht Englisch sprechen, taub sind, schlecht hiiren oder
schlecht sehen, konnen Sie einen kostenlosen Dolmetscher- und
Ubersetzungsservice fordern

e

3 3

Nemt in akht

www. floridajobs.org/PDG/PostersforEmployers/IS %20Poster%2011x17.pdf




Appendix D: Face-to-Face vs. Telephonic Interpreters

Use a face-to-face interpreter:

1 For patients with any degree of hearing loss. Obviously, if the patient’s ability to hear is at issue, use of a
telephone will be difficult.

2 Some refugees and immigrants may have lived, until coming to the United States, in areas where telephone
services were very limited. They may not be used to telephones. For them, the use of a telephonic interpreter
may be quite unsettling and may get in the way of clear communication with the physician.

3 When patients are afraid or distraught. The physical presence of an interpreter may be both reassuring and
vital if the patient is upset, distraught, or in some other way dealing with strong emotions.

4 When delivering bad news. Delivering bad news should be done in person. Nobody should find out over the
telephone that they have a terminal disease, or that their child is likely to be deformed, or that their mother just
died.

5 For a new patient’s initial visit. On-site interpreters usually do more than just interpret the physician-patient
interaction. They also help patients become comfortable with the office setting. Once a patient learns where to
check in and what documents to bring, he/she may be able to do just fine with a telephonic interpreter to handle
the actual medical interview.

6 For any kind of conversation with more than two participants. When there are more than two speakers in a

conversation, it is very hard to manage the flow of the conversation well over the phone, leading to inaccurate

interpretation. Examples of such encounters might be: family conferences or sessions involving multiple physi-
cians.

7 For visits involving teaching, especially if visual aids or a demonstration are used. If you are using a visual
aid to teach or to demonstrate a process to a patient, an on-site interpreter is more likely to be able to reference
what the physician is pointing to than a telephonic interpreter who cannot see the teaching aid. Examples of this
might be: teaching a diabetic patient to measure his/her blood sugar, teaching a patient to use an inhaler, or
demonstrating on a model how a particular procedure will be done.

8 For psychiatry or any mental health encounter. The building of trust that is fundamental to mental health
work is more easily done in person than over the phone. Patients with severe mental disturbances may find a dis-
embodied voice coming from a speakerphone to be upsetting. In addition, interpreters often have to intervene in
mental health encounters to provide cultural frameworks for what was said; this is difficult to do telephonically.

9 For any sight translation. Obviously sight translation, in which an English language document is read to a
patient in a different language, cannot be done over the phone, since the interpreter cannot see the document to
read it.
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Use telephonic interpreting:

1 For conversations which will be conducted over the phone anyway. Clearly, if an interaction is going to be
done over the phone anyway, use of a telephonic interpreter is appropriate. In these cases an interpreter should
be brought onto a three-way conference call on which the conversation can be interpreted. Interpreters should
not be given a message and told to call the patient alone to deliver it, as the interpreter will not be able to
respond to any questions the patient may have.

2 When the content to be discussed is relatively simple. Telephonic interpreting works best for simple, factual
interactions in which no emotionally charged content will be discussed and no negotiation will be required.
These sorts of interactions include: reporting normal lab results, making or changing appointments, giving sim-
ple discharge instructions, or arranging payment on a bill.

3 For determining what language a patient speaks. Sometimes in walk-in and emergency settings, patients will
present whose language preference is unknown. Local staff may not have the resources necessary to find out
which language the patient speaks. A quality telephonic interpretation service will have operators who are skilled
at helping to determine the language of the patient.

4 When you need immediate access to an interpreter in emergencies. There are times when patients present
without appointments and when physicians cannot wait for an on-site interpreter to be called. A telephonic inter-
preter can usually be contacted in less than a minute through a quality interpreter service. That makes a tele-
phonic interpreter the resource of choice in emergencies.

5 When you cannot get (or there will be an unacceptably long wait for) a trained on-site interpreter. Even if
the encounter is not an emergency, there may be times when a trained on-site interpreter cannot be found, or
when the patient will have to wait for hours for an interpreter to come. This may happen most often when the
patient speaks a language that is not commonly seen in your office. In these cases, using a telephonic interpreter
is the best choice, and sometimes the only choice.

6 When privacy and confidentiality are issues, especially if the patient’s community is small and close-knit.
Some patients in small, close-knit ethnic communities do not want to use interpreters because they do not want
anyone knowing of their health condition. This is especially true in cases of HIV/AIDS, leprosy, tuberculosis,
domestic violence, rape and other socially stigmatizing situations. In these cases, the patient may be more com-
fortable with a telephonic interpreter, who most likely will be located in a completely different part of the coun-
try and will be unattached to the patient’s community.

7 When health and hygiene are issues, such as the case in highly communicable diseases. When infection is an
issue, a telephonic interpreter may be a better solution to the communication gap. If the patient is immunocom-
promised, for example, a telephonic interpreter will not bring contaminants into the room.

8 For quick questions to inpatients. There are many times when nursing staff may want to communicate with
inpatients for simple questions, such as: are you in pain? did you urinate today? how did the medication work
for you? A telephonic interpreter is the perfect answer to these short interactions.

9 For doctors’ rounds with inpatients. It is very difficult to schedule on-site interpreters for rounds in an inpa-
tient setting, as you can never be sure of exact schedules. This may be a good time for a telephonic interpreter,
since the interpreter can be called when you arrive, and the interactions tend to be short.
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Appendix E: Selecting the Right Interpreter Model

Option

Patient
Populations

Available
Resources

Other
Comments

Financial
Considerations

Bilingual physician
model

The vast majority of your
patient population speaks
one non-English language.
Alarge % are walk-in.

A large percentage of the staff
with patient contact is known
to be fluently bilingual

Physician language skills
should be screened.

Language classes
Language testing

Untrained interpreters

Not recommended except in emergencies

Legal/medical costs
associated with
miscommunication.

Bilingual staff
interpreters

The vast majority of your
patient population speaks one
non-English language. A
large % are walk-in.

Adequate bilingual staff mem-
bers have been trained to
interpret. Their functions in
the office can be backfilled

or dispensed with while they
interpret.

Even if they don't interpret
bilingual staff members can
help with the office visit flow
much more smoothly for
LEP patients.

Interpreter training
Loss of productivity
in other roles.

Staff interpreters

A large number of your
patients speak one non-
English language.

There are no dual-role bi-
lingual staff trained to interpret,
OR dual-role bilingual staff
trained to interpret cannot

be freed from other tasks.

Staff interpreters tend to pro-
vide high quality interpreting.
They gain experience and
are more likely to seek con-
tinuing education. They get
to know patients and doctors
and often supply additional
services in helping patients
navigate the system.

Employee salary

Contract interpreters

There are a moderate num-
ber of languages routinely
spoken among your patients,
most of whom are seen in
pre-scheduled appointments.

Corps of trained contract
interpreters work in your
region for reasonable fees.

One benefit is that you can
specifically choose interpreters
with training and experience.
As any given contractor may
not be available when needed,
you will need to maintain a
pool of candidates.

Payment for time
interpreted. Com-
monly a one-hour
minimum, 15-minute
increments after that.
Staff time to recruit,
contract, schedule.

Agency interpreters
(Including telephonic)

Your office serves a wide
variety of language groups.
Most of the patients are seen
in pre-scheduled appointments
or can wait at least an hour

to be seen.

Professional language
agencies provide services
in your area. Remember,
telephonic interpreting
agencies provide services
anywhere a phone is
available.

Once an agency has been
evaluated and contracted, it
should be easy to use. You
may be able to get better
rates if you buy through a
consortium of small medical
practices.

Payment for time
interpreted. Fees
higher than for con-
tract interpreters; the
agency is respon-
sible for recruiting,
screening, and book-
ing the interpreter.

Speaker phones for
exam rooms, or one
portable phone with
speaker capability.
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Appendix F: Medi-Cal Managed Care and Healthy Families Contacts

Health Plan Face-to-Face Interpreter Telephone Interpreter
Alameda Alliance for Health 510-747-4554 510-257-5995
Blue Cross of California 800-407-4627 800-407-4627
or after hours 800-224-0336 or after hours 800-224-0336
Blue Shield of California 800-424-6521 800-424-6521
CalOptima Medi-Cal: 888-587-8088 Medi-Cal: 888-587-8088
CalOptima LKids: 800-530-2899 CalOptima Kids: 800-530-2899
Care1st 800-605-2556 800-605-2556
Central Coast Health Plan 800-700-3874 x 4877 Language Line directly: 800-523-1786
Community Health Group 800-224-7766 800-224-7766
Contra Costa Health Plan 877-661-6230 800-661-6230
Delta Dental 800-838-4337 800-838-4337
Family Mosaic Project 415-206-7600 415-206-7600
Health Net 800-675-6110 800-977-3073
Health Plan of San Joaquin 800-932-7625 Language Line directly: 800-874-9426
Health Plan of San Mateo 650-259-1750 800-750-4776
Inland Empire Health Plan 800-440-4347 800-440-4347
Kaiser Permanente 877-886-3885 877-886-3885
Kern Family Health Care 800-391-2000 800-391-2000
L.A. Care Health Plan 213-694-1250 Pacific Interpreters directly: 800-259-4521
Molina Healthcare of California 877-886-3885 877-886-3885
Partnership Health Plan of California Solano or Napa: 707-863-4120
Yolo: 800-863-4155 Language Line directly: 800-259-4521
Positive Healthcare Foundation 888-AIDSCARE 323-886-5000
Premier Access Not Available Premier Access Healthy Families: 888-584-5830

Access Dental Healthy Families: 888-849-8440
Sacramento GMC Medi-Cal Managed Care:

916-646-2130
Los Angeles Medi-Cal Managed Care:
888-414-4110
Safeguard Dental Not Available 800-752-6096
San Francisco Health Plan 800-288-5555 800-255-5555
Santa Barabara Regional Health Authority 877-814-1861 877-814-1861
Santa Clara Family Health Plan 800-324-8033 800-324-8033
Sharp Health Plan 800-359-2002 800-359-2002
UHP Healthcare 800-847-1222 800-847-1222
Universal Care 800-635-6668 800-311-1232
Ventura County Healthcare Plan 800-600-8247 or 805-677-8787 800-600-8247 or 805-677-8787
VSP 800-877-7239 800-877-7239
Western Health Advantage 916-734-2321 916-734-2321

34



Addressing Language and Culture
A Practice Assessment for Health Care Professionals

Your feedback on the use of this assessment is vital to us. We will use your comments to help
develop the next toolkit, and to tailor presentations to assist physicians and their practice
teams in addressing language and culture. Please complete the following questions and return the pages to us.
Upon receipt, we will send you a special “Addressing Language and Culture” gift. Thank you.

Name:

Address:

City/State/Zip:

Phone: Email:

1. Have you taken any action to identify LEP patients in your practice? Yes No

2. If yes, what actions have you taken?

3. Please give us the percentage estimate of the top three languages your patients speak?

% Tanguage:
% Tanguage:
% Tanguage:
4. Do you ask patients their “preferred language” for health care interactions? Yes No

5. How do you ask? (Check all that apply)

3 Verbally O Through family member
O With a sign 3 Other:
6. Do you have a patient registry or system to help you track your patient population?  Yes No

7. If yes, is it:

O Paper O Excel spreadsheet
O Stamp/Sticker O Electronic database (Access, FileMaker)
(0 Web-based registry 3 Other:
8. Does the registry have a field for “preferred language?” Yes No

9. If you don’t have a registry, how do you keep track of your patient population?
10. Do you have policies and procedures for addressing language access? Yes No

11. If yes, do you: (Check all that apply)
0 Have a printed version O Distribute it to staff
O Make it part of staff meetings 3 Other:

12. If no, how do you or your staff make decisions about how to provide interpreter services to patients who
speak limited English?
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13. When caring for a patient who speaks limited English, do you: (Check all that apply)
O Use a trained interpreter
O Use a bilingual staff member who has interpreter training
O Use a bilingual staff member who does not have interpreter training
3 Use a patient’s family member
0 Use a friend of the family or other individual
O Use a phone service/language line
O I’m bilingual in: English and
3 Other:

14. Please give us an estimate of how often (times per week) you use the following language options:
Use a trained interpreter

Use a bilingual staff member who has interpreter training

Use a bilingual staff member who does not have interpreter training

Use a patient’s family member

Use a friend of the family or other individual

Use a phone service/language line

I’m bilingual in: English and
Other:

15. Do you have any of the following documents translated into other languages?
O Basic health education materials, such as:
Informed consent
Patient education materials
Prescription instructions
Other:

16. Do you use any of the following in your practice:
O Speakerphone in exam room
O3 Cell phone speaker
O Multiple language signage

17. What three things will you do in response to this Practice Assessment?
1.
2.
3.

18. Other Comments:

Would you recommend this Practice Assessment to your colleagues? Yes No
Would you like to have electronic access to the Practice Assessment? Yes No

Thank you for your time and commitment. Fax these pages to CAFP at (415) 345-8668.
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