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Use Chat to Ask Questions and Make Comments

How to use Zoom

At the bottom of your screen, you will see a black bar with icons:

Chat Everyone for general
comments or questions
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The IPRO HQIC

The IPRO HQIC

* A federally funded Medicare Hospital Quality
Improvement Contractor (HQIC) in 12 states.

* IPRO collaborates with several organizations to reach
hospitals.
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The IPRO QIN-QIO

The IPRO QIN-QIO

= A federally-funded Medicare Quality Innovation
Network — Quality Improvement Organization
(QIN-QIO) in contract with the Centers for Medicare
& Medicaid Services (CMS)

= 12 regional CMS QIN-QIOs nationally

IPRO:
New York, New Jersey, and Ohio

Healthcentric Advisors:
Connecticut, Maine, Massachusetts, New Hampshire,
Rhode Island, and Vermont

Qlarant:
Maryland, Delaware, and the District of Columbia

Working to ensure high-quality, safe healthcare for
20% of the nation’s Medicare FFS beneficiaries
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Overview of this Series

requires a commitment to the delivery of culturally and linguistically

G CHALLENGE: One aspect of eliminating health disparities
appropriate care at every patient encounter.

for improvement in your organization’s delivery of culturally and

a ACTION: Use the IPRO CLAS Assessment to identify opportunities
linguistically appropriate services.

Result: Develop and implement an action plan to address
opportunities for improvement based on the IPRO CLAS Report
and information from this educational series.
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https://redcap.ipro.org/surveys/?s=RXJPNMPWPAMM49X7

Agenda

 Theme 2
« CLAS Standards 5 -8
 Starting an Implementation Plan

* Resources and Slides
« CMS Office of Minority Health resources

» Registration Information for Upcoming Sessions
« Q&A
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National Standards for Culturally and Linguistically
Appropriate Services (CLAS) in Health and Health Care

U.S. Department of Health and Human Services (HHS)
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The CLAS Standards

PRINCIPAL STANDARD
Standard 1
GOVERNANCE, LEADERSHIP, AND WORKFORCE
Standards 2 -4
COMMUNICATION AND LANGUAGE ASSISTANCE
Standards 5 -8
ENGAGEMENT, CONTINUOUS IMPROVEMENT, AND ACCOUNTABILITY

Standards 9 — 15
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Theme 2

Communication and Language Assistance
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Standards 5 - 8

Standard 5: Offer language assistance to individuals who have limited English
proficiency and/or other communication needs, at no cost to them, to facilitate
timely access to all health care and services.

Standard 6: Inform all individuals of the availability of language assistance
services clearly and in their preferred language, verbally and in writing.

Standard 7: Ensure the competence of individuals providing language assistance,
recognizing that the use of untrained individuals and/or minors as interpreters
should be avoided.

Standard 8: Provide easy-to-understand print and multimedia materials and
signage in the languages commonly used by the populations in the service area.
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https://thinkculturalhealth.hhs.gov/assets/pdfs/EnhancedNationalCLASStandards.pdf

Standard 5

Standard 5: Offer language assistance to individuals who have limited
English proficiency and/or other communication needs, at no cost to
them, to facilitate timely access to all health care and services.

2.5a Complete an organizational assessment specific to language assistance
services to:

e Describe existing language assistance services

 Determine how they can be more effective and efficient
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https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNationalCLASStandards.pdf

Standard 5 con’t

. Standard 5: Offer language assistance to individuals who have limited
English proficiency and/or other communication needs, at no cost to
them, to facilitate timely access to all health care and services.

2.5b Standardize procedures for staff members and train staff in those
procedures.

* |t may be appropriate to provide staff with a script to ensure that they
inform individuals of the availability of language assistance.

e Staff should inquire whether individuals will need to utilize any of the
available services.
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Standard 6

Standard 6: Inform all individuals of the availability of
language assistance services clearly and in their preferred
language, verbally and in writing.

2.6 Provide individuals with notification that describes what communication
and language assistance is available, in what languages the assistance is
available, and to whom they are available.

Notification should clearly state that communication and language
assistance is provided by the organization free of charge to individuals.
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https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNationalCLASStandards.pdf

Standard 7

. Standard 7: Ensure the competence of individuals providing
language assistance, recognizing that the use of untrained
individuals and/or minors as interpreters should be avoided.

2.7a Require that all individuals serving as interpreters complete
certification or other formal assessments of linguistic and health
care terminology skills to demonstrate competency.
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Standard 7 con’t

Standard 7: Ensure the competence of individuals providing
language assistance, recognizing that the use of untrained
individuals and/or minors as interpreters should be avoided.

2.7b Provide financial and/or human resource incentives — such as time
off — to staff who complete interpreter training and meet
assessment criteria, to build organizational capacity to provide
competent language assistance.

NQIIC

Network of Quality Improvement and
Innovation Contractors

CENTERS FOR MEDICARE & MEDICAID SERVICES
iQUALITY IMPROVEMENT & INNOVATION GROUP

WM Health QIN-qlo
https://thinkculturalhealth.hhs.gov/assets/pdfs/EnhancedNational CLASStandards.pdf ﬁ Equity HQIC



https://thinkculturalhealth.hhs.gov/assets/pdfs/EnhancedNationalCLASStandards.pdf

Standard 8

Standard 8: Provide easy-to-understand print and multimedia
materials and signage in the languages commonly used by
the populations in the service area.

2.8 Formalize processes for translating materials into languages other than
English and for evaluating the quality of these translations. This may
include testing materials with target audiences.

NQIIC

Network of Quality Improvement and
Innovation Contractors

CENTERS FOR MEDICARE & MEDICAID SERVICES
iQUALITY IMPROVEMENT & INNOVATION GROUP

i : . WM Health QIN-QI0
https://thinkculturalhealth.hhs.gov/assets/pdfs/AnimplementationChecklistforthe A Equity
NationalCLASStandards.pdf 7 HQIC



https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNationalCLASStandards.pdf

The Blueprint

Matioral SEandards for OLAS in Health asd Health Case:
A A ASYancing ang SiEtasng CLAT vl FRAGEE

MNational Standards for Culturally and Linguistically
Appropriate Services in Health and Health Care:

A Blueprint for Advancing and Sustaining CLAS
Policy and Practice

Office of Minority Health

L5, Department of Health and Human Services

April 2013

OMH i <

https://thinkculturalhealth.hhs.gov/clas/blueprint

For more information on each Standard:

* Purpose

« Key components and concepts
« Explanations of concepts

« Strategies for implementation

 The case for the National CLAS
Standards

* Glossary of 75+ terms
« 200+ Resources related to CLAS
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https://thinkculturalhealth.hhs.gov/clas/blueprint

An Implementation Checklist for National
CLAS Standards

An Implementation Checklist for _ _
the National CLAS Standards * Includes an implement checklist to help you

with a CLAS Action Worksheet and CLAS Testimonials aSSGSS your OrganizatiOn’S Competency for
each activity for each Standard.

* Includes testimonials from organizations to
provide a snapshot of how to implement the
National CLAS Standards and why.

https://thinkculturalhealth.hhs.gov/assets/pdfs/Animplementation
ChecklistfortheNational CLASStandards.pdf
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https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNationalCLASStandards.pdf

Guide to Developing a Language Access Plan
CMS Office of Minority Health (CMS OMH)

Building an Organizational Response to Health Disparities ﬁf A |anguage access plan can help ensure that

» Organizations provide high quality and appropriate
language services

GUIDE TO DEVELOPING A * An organization’s staff members are aware of what

LANGUAGE ACCESS PLAN to do when an individual with limited English
proficiency needs assistance

Effective commanication is cithcal to ensuring understanding,
empovwering patienis, and providieeg high-guality care.
& larguage access plan can halp ensura that an onganization

* Organizations can assess their programs and
develop language access plans to ensure
individuals with limited English proficiency have
meaningful access to their programs

provadas high quasity and appropdiate nguags services. A
lnguagse acoess plan can also help ensure that an organization's
staff mamibers ara Faase of what to oo when an ind ividual with
Emited Erglish proficsncy nesds assistanca. This Guide identifies
wilrys that providers can assass their programs and develop
languaga acoess plans to ensure parsons with limited English

proficiancy hawe meardngful accaess to their programs.

https://www.cms.qgov/About-CMS/Agency-
Information/OMH/Downloads/Language-Access-Plan-508.pdf
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https://www.cms.gov/About-CMS/Agency-Information/OMH/Downloads/Language-Access-Plan-508.pdf

Providing Language Services to Diverse Populations
Lessons from the Field (CMS OMH)

This resource:

Building an Organizational Response to Health Disparities [

» Discusses several approaches used to provide
language assistance services to individuals with
limited English proficiency

PROVIDING LANGUAGE SERVICES » Shares findings from case studies conducted with a
TO DIVERSE POPULATIONS: variety of health care organizations (i.e., health
LG EES T L centers, hospitals, health systems, and health plans)

« Shares effective practices to help organizations think
through what might work best for them

Acrass the country, hoalth care organizations ara wsing nnovative

s to p e L sistamce sorvices to individuals
with Hmited Erglish profichency. This rescurnce disousses a number of
approachas used by these organizations to provide rguage assistiancs
&l 0B o parsons with limited English proficiency bas<d on the findings
of casa studkes conductad with a variaty of heaith care organizations

» Presents information on language assistance
approaches suited to different settings, populations
served, and resource availability

(Le, haalth centers, haospitats, haalth systems, and health plans). This
document shares effective practices o help organizations thirk through
what might work bast for them by presenting nformation on Brguage
assistanco appeoaches suited to different sottings, popuiations sorved,

and resounce avalabsity

https://www.cms.gov/About-CMS/Agency-
Information/OMH/Downloads/Lessons-from-the-Field-508.pdf
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IPRO CLAS Assessment
https://redcap.ipro.org/surveys/?s=RXJPNMPWPAMM49X7

Theme 1: Governance, Leadership, and Workforce

1.2a ldentify and designate a CLAS
champion or champions:

« who are supported by the [ Currently Implementing ]

organization's leadarship;

» whose specific responsibilities [
include (at a minimum} continuous
learning about, promoting, and ‘ Not planning to implement at ‘

Planning to Implement j

identifying and sharing educational this time
resources about CLAS and the st
CLAS Standard 2: Mational CLAS Standards * must provide value
throughout the organization.
Advance and sustain organizational
governance and leadership that 1.2b Create and implement a formal
promotes CLAS and health equity CLAS implementation plan that:
through policy, practices, and allocated
T » is endorsed and supported by the
organization's leadarship ( Currently Implementing J

» describes:

( Planning to Implement J

o how each Standard is

understood; Not planning to implement at
o how each Standard will be this time
implemented and assessed; '
rese
o who in the organization is * must provide value
responsible for overseeing
implementation.
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https://redcap.ipro.org/surveys/?s=RXJPNMPWPAMM49X7

HHS CLAS Checklist

Checklist of National CLAS Standards Implementation Practices

Theme 1: Governance, Leadership, and Workforce

Checklist of Hatiomal CLAS Standards Implemsentation Practices

Theme 1: Governance, Leadership, and Workforce

Select your organization’s stage of implemention for éach practice

Kerrry ard nOLAS wiha aew
supperiad by Be opasuslion’s Redership. srd shose specic
mapoesbidl e noioe (st 8 minmum) contineous leeming] sbout,
porating. sed iSenivlying and shasny sduceiossl resoutes

mboot OLAS and the Retiorml OLAS Sendercs througtout
e craniaatian.

Identify and designate a CLAS champion or champions, who are
supported by the organization's leadership, and whose specific
responsibilities include (at a minimum) continueous leaming about,
promating, and identifying and sharing educational resources

il haw e

—h will b= o 3
En orpaalias & nesemast o averse g sk, about CLAS and the National CLAS Standards throughout
the organization.
LIa Targat morufmeet oforts io w pepulntions served 2
incremss the ol e
Individhails Tresugh sciiorm such aa: pesting ob deascrphcrs n
o oo, et g il S o Kl O O O X Create and implement a formal CLAS implementation plan that
comrrunity e bbutions D owste mesioehip snd e, #,
i B o e Al . is (at a minimum) endorsed and supported by the organization’s
leadership, that describes how each Standard |s undarstood, how D
Y each Standard will be implemented and assessed, and who in
[ aret s [ the organization is responsible for overseeing implementation.

provids informaiion sbeout end seppod dor @S ol baining D D D
opportunitas, snd hat lnks ndesdusts = unior posfions

with indridiuals in sesior peaficr o rceve cever usdancs

e gSve

Lia Dulrver o make treslp seslabie comtinecn CLAS relstsd treineg
wred fschnicsl maiskance o Rsdersta and sl sielf,

[=]
O]
O

R https://thinkculturalhealth.hhs.gov/assets/pdfs/Animplem
smmsmemmeemeers | O | O[O entationChecklistfortheNational CLASStandards.pdf
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Achieving CLAS — Action Plan
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Culturally and Linguistically Appropriate Services

CLAS Action Plan

Primary Contact/Champion:

Fol=iTitle Department/Division:

Orrganization:

Additional Improvement Team Membars:

Standard(s} Your Organization Has Chosen te Focus On

CLAS Standard Theme:

CLAS Standard Practics:

Considerstions [orzaniztional ohjectives, challenges, resources, building on an existing plan, warking with
other external partrers, etc.):

Artion Steps/Strategies:

1

2

3.

Recommended Resources:

J— R " — e (i i
el ERALEIT. el e e T e Wil i, NI, i ey of T L el E continues on
matiial s B Ly i 1 Ol O il B LS O W, il iy SR o ek s b next page

o 1SR A O Ry By A . PSS L RE O Bt -0 | LIR30 w13

Standsrd(s) Your Organization Has Chosen to Foous On

CLAS Stzndard Theama:

CLAS Standard Practice:

Considerations [onganiztional objectives, challenges, resources, building on an existing plan, working with
other external partrers, et

Action Steps/Strategies:

Recommended Resgurces:

Standard(s) Your Organization Has Chaosen to Focus On

CLAS Stzndard Thema:

CLAS Stzndard Practica:

Considerstions [organizmtionzl chjectives, challenges, resocurces, building on an existing plan, warking with
pther external partrers, etc.):

Action Steps/Strategies:

Recommended Resources:




Resources

IPRO Resource Library

All slides and resources for this series can be found here:

Culturally and Linguistically Appropriate Standards (CLAS) Resources

https://qi-library.ipro.org/2023/02/15/culturally-and-linguistically-
appropriate-standards-clas-resources/
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Mark Your Calendar for Upcoming Sessions

Keeping It Simple: Achieving CLAS

Noon-12:00 PM ET

February 8th An Overview of the National CLAS Standards REGISTER
February 15t Principal Standard, CLAS Theme 1: Standard 2 - 4 REGISTER
February 22nd CLAS Theme 2: CLAS Standards 5 - 8 REGISTER
March 1% CLAS Theme 3: CLAS Standards 9 - 11 REGISTER
March 8t CLAS Theme 3, CLAS Standards 12 - 15 REGISTER
March 15th Additional Resources, Q&A, Wrap-Up REGISTER
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https://qi.ipro.org/upcoming-events/clas-theme-2-clas-standard-5-clas-standard-6/
https://qi.ipro.org/upcoming-events/clas-standard-7-8/
https://qi.ipro.org/upcoming-events/clas-theme-3-clas-standard-9-and-clas-standard-10/

Chat In ?)

Please feel free to unmute yourself or use the chat feature to ask
guestions or share comments.
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Health Equity Leads

S e ae

Stacy Dorris Laura Benzel
Qsource Qlarant
SDorris@QSource.org benzell@glarant.com
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Learn More & Stay Connected

m it Gantotaters Home  AboutUs ~  Who We Serve ~  Focus Areas ~  Bleg  Contact QU
( ’ o Vet e

Working to ensure high-quality, safe,
and effective health care. ey

Highlighted Blog Posts

F i
.7
— As the |PRO QIN-QI0, we bring together communities of healthcare providers

across the care continuum, stakeholders, and patients in data-driven initia

@ achieve national health quality goals.
We've added new Free Training: Nursing

COVID-19 resources Home COVID-19
As the IPRO HQIC, we provide targeted quality improvement ass e to
Preparedness
small, rural, critical access hospitals, and additional hospitals requiring technic:

@IPROQINQIO @IPROQINQIO @IPRO QIN-QIO

n IPRO QIN-QIO
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https://qi.ipro.org/
http://www.linkedin.com/company/alliant-quality
https://www.facebook.com/alliantqualityorg/
https://twitter.com/alliantquality
https://www.youtube.com/channel/UC9mITtil3mHpVNd87vaxD6w

Thank You!
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