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Use Chat to Ask Questions and Make Comments



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.

QSource Health Equity 
Subject Matter Experts



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



Overview of this Series
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CHALLENGE: One aspect of eliminating health disparities 
requires a commitment to the delivery of culturally and linguistically 
appropriate care at every patient encounter.

ACTION: Use the IPRO CLAS Assessment to identify opportunities 
for improvement in your organization’s delivery of culturally and 
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.

https://redcap.ipro.org/surveys/?s=RXJPNMPWPAMM49X7


Agenda
• Theme 3

• CLAS Standards 12 – 15

• Implementation Plans

• Resources and Slides
• CMS Office of Minority Health resources

• Registration Information for Final Session

• Q&A



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



Theme 3
Engagement, Continuous Improvement, and Accountability
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Standards 12 - 15

Standard 12: Conduct regular assessments of community health assets and needs and 
use the results to plan and implement services that respond to the cultural and linguistic 
diversity of populations in the service area.

Standard 13: Partner with the community to design, implement, and evaluate policies, 
practices, and services to ensure cultural and linguistic appropriateness.

Standard 14: Create conflict and grievance resolution processes that are culturally and 
linguistically appropriate to identify, prevent, and resolve conflicts or complaints.

Standard 15: Communicate the organization’s progress in implementing and sustaining 
CLAS to all stakeholders, constituents, and the general public. 

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

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


Standard 12

https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNational
CLASStandards.pdf

3.12   Collaborate with stakeholders and community members in 
community health needs assessment data collection, 
analysis, and reporting efforts to increase data reliability and 
validity.

Standard 12: Conduct regular assessments of community 
health assets and needs and use the results to plan and 
implement services that respond to the cultural and linguistic 
diversity of populations in the service area.

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


Standard 12 – Components
CO

M
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TS
To determine the service assets and needs of the populations in the 
service areas (needs assessment).

To identify all of the services available and not available to the populations 
in the service areas (resource inventory and gaps analysis).

https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNational
CLASStandards.pdf

To determine what services to provide and how to implement them, 
based on the results of the community assessment. 

To ensure that health and health care organizations obtain demographic, 
cultural, linguistic, and baseline data and update the data regularly to 
better understand the populations.

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


Standard 13

Standard 13: Partner with the community to design, implement, 
and evaluate policies, practices, and services to ensure cultural 
and linguistic appropriateness.

3.13  Include community members in the process of planning 
programs and developing policies to ensure cultural and 
linguistic appropriateness by convening town hall meetings, 
conducting focus groups, and/or creating community advisory 
groups.

https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistforthe
NationalCLASStandards.pdf

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


Standard 13 – Components
CO
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To provide responsive and appropriate service delivery to a community.

To ensure that services are informed and guided by community interests, 
expertise, and needs.

To increase use of services by engaging individuals and groups in the 
community in the design and improvement of services to meet their 
needs and desires.
To create an organizational culture that leads to more responsive, 
efficient, and effective services and accountability to the community. 

To empower members of the community to become active participants 
in the health and health care process. 

https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNational
CLASStandards.pdf

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


Standard 14

Standard 14: Create conflict and grievance resolution 
processes that are culturally and linguistically appropriate 
to identify, prevent, and resolve conflicts or complaints.

3.14 Consider using staff as cultural brokers to help improve 
feedback mechanisms, conflict resolution processes, and 
communication with culturally and linguistically diverse 
individuals.

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

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


Standard 14 – Components
CO

M
PO

N
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TS To facilitate open and transparent two-way communication and 
feedback mechanisms between individuals and organizations. 

To anticipate, identify, and respond to cross-cultural needs. 

To meet federal and/or state level regulations that address topics 
such as grievance procedures, the use of ombudspersons, and 
discrimination policies and procedures

https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNational
CLASStandards.pdf

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


Standard 15

Standard 15: Communicate the organization’s progress in 
implementing and sustaining CLAS to all stakeholders, 
constituents, and the general public. 

3.15 Partner with community organizations to:
• lead discussions about the services provided and progress made 
• to create advisory boards on issues affecting diverse populations 
• how best to serve and reach these diverse populations

https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistforthe
NationalCLASStandards.pdf

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


Standard 15 – Components
CO

M
PO

N
EN

TS
To convey information to intended audiences about efforts and 
accomplishments in meeting the National CLAS Standards.

To learn from other organizations about new ideas and successful 
approached to implementing the National CLAS Standards.

To build and sustain communication on CLAS priorities and foster trust 
between the community and the care setting.

To meet community benefits and other reporting requirements, 
including accountability for meeting health care objectives in addressing 
the needs of diverse individuals or groups

https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplementationChecklistfortheNational
CLASStandards.pdf

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


The Blueprint

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

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


An Implementation Checklist for National 
CLAS Standards

• Includes an implement checklist to help you 
assess 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
ChecklistfortheNationalCLASStandards.pdf

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


Toolkit for Stakeholder Asset Mapping
National Center on Advancing Person-Centered Practices and Systems

• The Stakeholder Asset Mapping process is 
an ideal way to inventory your engagement 
assets before developing a Stakeholder 
Engagement Plan. 

• Helps you understand existing stakeholders—
including the individuals and families you 
serve.

• Illustrates the ways stakeholders are already 
engaged in the design or implementation of 
your programs so you can build on rather 
than duplicate these efforts.

https://ncapps.acl.gov/docs/AssetMappingToolkit_200827_linked.pdf



Toolkit for Stakeholder Asset Mapping
National Center on Advancing Person-Centered Practices and Systems 



Toolkit for Stakeholder Asset Mapping
National Center on Advancing Person-Centered Practices and Systems  



Toolkit for Stakeholder Asset Mapping
National Center on Advancing Person-Centered Practices and Systems   



Toolkit for Stakeholder Asset Mapping
National Center on Advancing Person-Centered Practices and Systems    



Example Gap Analysis (SmartSheet)



IPRO CLAS Assessment 
https://redcap.ipro.org/surveys/?s=RXJPNMPWPAMM49X7

https://redcap.ipro.org/surveys/?s=RXJPNMPWPAMM49X7


HHS CLAS Checklist

https://thinkculturalhealth.hhs.gov/assets/pdfs/AnImplem
entationChecklistfortheNationalCLASStandards.pdf

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


Achieving CLAS – Action Plan



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/

https://qi-library.ipro.org/2023/02/15/culturally-and-linguistically-appropriate-standards-clas-resources/
https://qi-library.ipro.org/2023/02/15/culturally-and-linguistically-appropriate-standards-clas-resources/


Mark Your Calendar for Upcoming Session

Keeping It Simple: Achieving CLAS
Noon – 12:00 PM ET

February 8th An Overview of the National CLAS Standards REGISTER

February 15th Principal Standard, CLAS Theme 1: Standard 2 - 4 REGISTER

February 22nd CLAS Theme 2: CLAS Standards 5 - 8 REGISTER

March 1st CLAS Theme 3: CLAS Standards 9 - 11 REGISTER

March 8th CLAS Theme 3, CLAS Standards 12 - 15 REGISTER

March 15th Additional Resources, Q&A, Wrap-Up REGISTER

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 
questions or share comments.



Health Equity Leads

HQIC QIN-QIO

Stacy Dorris
Qsource

SDorris@QSource.org

Laura Benzel
Qlarant

benzell@qlarant.com
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Learn More & Stay Connected
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https://qi.ipro.org/

@IPRO QIN-QIO IPRO QIN-QIO@IPROQINQIO@IPROQINQIO

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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