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Please circle the answer that best describes your hospital.

Demand for Services

1. On average, how many Spanish-speaking patients needing language
assistance do you serve each month (all services, all departments)?
a.Lessthan 100 b. 100-999 «c¢. 1,000-2,999 d. 3,000 or more

2. What is the demand for Spanish interpretation services in your hospital's:

Very High Low Almost Don't

high Never know
Emergency Department 4 3 2 1 DK
Qutpatient Department 4 3 2 1 DK
Inpatient Area 4 3 2 1 DK

Services Available

3. What tools do you have that help Spanish-speaking patients
communicate their language needs? (Circle all that apply).

a. We don't have any tools
b. Language identification cards
c. Hospital brochures

d. Language identification posters
e. Telephone voice menus
f. Other, specify:

4. Does your hospital provide oral interpretation for Spanish-speaking

patients?

[1 No []Yes (if Yes, please circle all the ways you provide oral interpretation):

a. Contracted interpreters

b. Employee interpreters whose primary role is
interpretation

c. Bilingual employees whose primary role is
not interpretation (i.e. nurses, administrative
assistants, housekeeping staff)

d. Volunteer community interpreters or
community based organizations

e. Friends or family
f. Telephone interpreter services

g. Other,
specify:

5. Does your hospital have documents or materials available in Spanish?
[ No []Yes (if Yes, please circle all the materials available in Spanish):

a. Intake forms

b. Complaint forms
c. Consent forms
d. Eligibility forms

f. Health education materials

g. Notices about free language assistance

h. Applications to participate in a program or activity
i. Other.

39

e. Patients bill of rights

6. Does your hospital have a written policy regarding language assistance?
a. No If no, please skip to Question 10
b. Yes Please answer Questions 7 through 11

7. How does your hospital inform staff of the hospital's written policy?
(Circle all that apply)

a. New employee orientation
b. Policy and procedure manual
updates

¢. Required annual training
d. Other. Specify

8. How long has your written policy regarding language assistance been in
place?
a. less than 2 years b. 2 to 4 years c. More than 4 years
9. Were the Federal guidelines for Limited English Proficiency (LEP)
patients helpful in writing your policy?

a. No b. Yes c. Does not apply
10. For each of the issues below, please circle if it is a strength or barrier for
providing language assistance to your Spanish-speaking patients at your

hospital.

a. Institutional support Strength Barrier | Does Not Apply
b. Funding for interpretation or translation Strength Barrier | Does Not Apply
c. Bilingual staff Strength Barrier | Does Not Apply
d. Access to bilingual volunteers Strength Barrier | Does Not Apply
e. Access to telephone interpreter lines Strength Barrier | Does Not Apply
f. Quality of telephone interpreter lines Strength Barrier | Does Not Apply
g. Local language training programs Strength Barrier | Does Not Apply
h. State agencies’ resources (e.g., Health Dept.) Strength Barrier | Does Not Apply
i. Staff willingness to use interpreter Strength | Barrier | Does Not Apply
j- Interpreter response time Strength Barrier | Does Not Apply

11. Please add any additional comments you believe will be of interest
regarding translation or interpretation services for Spanish-speaking
patients at rural hospitals
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Appendix F: Office of Minority Health CLAS Standards Crosswalked to Joint Commission

Standards

Office of Minority Health National CLAS Standards Crosswalked to Joint Commission 2004 Standards for Hospitals,
Ambulatory, Behavioral Health, Long Term Care, and Home Care

Note: The entire text of the Joint Commission standard was not included. Please reference the appropriate Joint Commission
Accreditation Manual for the full text of the standards.

Chapter/Manual Manual/Chapter Title Expansion
Title Acronym

Rl Rights, Responsibilities, and Ethics
PC Provision of Care, Treatment, and Services
PS Behavioral Health Promotion and Disease Prevention
LD Leadership
HR Management of Human Resources
Pl Improving Organization Performance
IM Management of Information

OMH CLAS Standard

JCAHO Standards

Comments

Standard 1. Health care
organization should ensure
that patients/consumers
receive from all staff
members effective,
understandable, and
respectful care that is
provided in a manner
compatible with their
cultural health belicfs and
practices and preferred
language.

RI.2.10 The organization respects the rights of
(patients/residents/clients). EP.2

R1.2.20 Patients receive information about their rights.

EP 15 (Applicable only to BHC-OTP)

RI1.2.100 Organization respects the [paticnt’s/resident’s/client’s] right
to and need for effective communication. EP.2, 3, 4

RI.2.220 (LTC only) Residents receive care that respects their
personal values, beliefs, cultural and spiritual preferences, and life-
long patterns of living.

PC.2.20 (AHC, HAP, LTC, OME only) The organization defines in
writing the data and information gathered during assessment and
reassessment.

Standard 1 is the foundation on which
other CLAS standards are based and
incorporates a variety of the JCAHO
standards. OMH provides the following
suggestions for implementing this
standard:

e Cross-cultural education and training
for staff

e Assessment of staff learning skills
through testing, direct observation,
monitor patient/personnel encounter
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services, and recommend a sufficient number of qualified and
competent staff to provide care, treatment, and services. EP.1
L.D.3.20 Patients with comparable needs receive the same
standard of care, treatment, and services throughout the hospital.
EP.1,2,3

rather than specific outcomes.
Organizations should encourage
retention by fostering a culture of
responsiveness toward the challenges
and ideas that a culturally diverse staff
offers and should incorporate the goal
of staff diversity into the organization’s
mission statement, strategic plans, and
goals.

Standard 3. Health care
organizations should
ensure that staff at all
levels and

across all disciplines
receive ongoing
education and training
in culturally and
linguistically
appropriate service
delivery.

HR.2.10 Orientation provides initial job training and
information.

EP. 5

HR.2.30 Ongoing education, including in-services, training, and
other activities, maintains and improves competence. EP. 3, 7

JCAHO standards address orientation
on cultural diversity and sensitivity,
and expect ongoing in-services and
other education and training offered to
be appropriate to the needs of the
population(s) served and in response to
learning needs identified through
performance improvement findings and
other data analysis.

If an organization incorporates data
regarding the CLAS standards in their
regular performance improvement
activities the educational needs may be
addressed. However, the Joint
Commission does not require ongoing
education and training specific to
culturally and linguistically appropriate
service delivery.

OMH suggests organizations involve
community representatives in the
development of CLAS education and
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assistance services.

OMH suggests informing
patients/consumers by using the
following:

¢ Using language identification cards
¢ Posting and maintaining signs with
regularly encountered languages at all
entry points

e Creating uniform procedures for
timely and effective telephone
communication between staft and
patients

¢ Including statements about services
available and right to free language
assistance services

Standard 6. Health care
organizations must
assure the competence
of language assistance
provided to limited
English proficient
patients/consumers by
interpreters and
bilingual

staff. Family and friends
should not be used to
provide interpretation
services (except on
request by the
patient/consumer).

HR.3.10 Competence to perform job responsibilities is assessed,
demonstrated, and maintained. EP.1.

RI.2.100 Organization respects the [patient’s/resident’s/client’s]
right to and need for effective communication. EP 1, 2, 3,4

The Joint Commission expects that
staff are able to perform job
responsibilities. Although not specific
to the competence of interpreters,
organizations are expected to define the
competencies and have a mechanism to
assess competency. This OMH standard
would also be supported with the Joint
Commission standard that addresses the
appropriateness of communication.

OMH suggestions include:

e Patient/consumer may choose family
member after being informed of free
services available

® Suggest trained interpreter be present
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organizations should
develop, implement, and
promote a written
strategic plan that
outlines clear goals,
policies,

and operational plans,
and management
accountability/oversight
mechanisms to provide
culturally and
linguistically
appropriate services.

department has effective leadership. EP.1, 2,3, 4, 5

L.D.3.10 The leaders engage in both short-term and long-term
planning. EP.1, 2

L.D.4.10 The leaders set expectations, plan, and manage
processes to measure, assess, and improve the hospital’s
governance, management, clinical, and support activities.
EP.1,2,34,5

organizational leadership to engage in
long and short term planning there is no
requirement for a written strategic plan
to provide culturally and linguistically
appropriate services.

OMH suggests the following activities
to meet the intent of this standard:
 Designated personnel or department
should have authority to implement
CLAS specific activities as well as
monitor responsiveness of whole
organization

e Strategic plan developed with
participation of consumers, community
and staff

e Results of data gathering and self
assessment processes should informed
the development and refinement of
goals, plans, and policies.

Standard 9. Health care
organizations should
conduct initial and
ongoing organizational
self-assessments of
CLAS-related activities
and are

encouraged to integrate
cultural and linguistic
competence-related
measures into their

PS.2.10 (BHC ONLY)The organization’s behavioral health
promotion services are appropriate to the needs of the
community or population served. EP.1, 2

P1.1.10 The organization collects data to monitor its
performance.

The Joint Commission standards do not
directly address this OMH standard.
However, an organization may choose
to conduct assessments of these
activities as part of their performance
improvement activities.

OMH standards note that surveys are a
good tool for collecting data however
the surveys should be culturally and
linguistically appropriate. Findings
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requesting this information and
emphasize with patients/consumers that
this mformation is confidential and not
intended to be used for discriminatory
practices.

Standard 11. Health
care organizations
should maintain a
current demographic,
cultural, and ‘
epidemiological

profile of the
community as well as a
needs assessment to
accurately plan for and
implement services that
respond to the cultural
and linguistic
characteristics of the
service area.

PS.2.10 (BHC ONLY) The organization’s behavioral health
promotion services are appropriate to the needs of the
community or population served. EP.1, 2

L.D.3.10 The leaders engage in both short-term and long-term
planning. EP.1

The Joint Commission Behavioral
Health Care program is the only
program that requires a needs
assessment of its community or
population served. Specitically, the
needs assessment should include :

¢ A definition of the community or
population served

e The number of people in the
community or population served

e The distribution of community or
population by age or age group, gender,
socioeconomic status, ethnic and
cultural background, and/or level of
functioning

e An inventory of behavioral health
promotion services appropriate to the
age, gender, community need, and
level-of functioning distributions of the
population or community served

The only other related Joint
Commission standard is the leadership
planning standard.

OMH suggests an HCO involve the

1




conflict issues

e Provide notice in other languages
about the right to file a complaint or
grievance

e Provide name and number of
individual responsible for disposition of
grievance

o Offer ombudsperson services

e Include oversight and monitoring of
culturally or linguistically related
complaints/grievances are part of
organization quality program

Standard 14. Health
care organizations are
encouraged to regularly
make available to the
public information about
their progress and
successful innovations
in implementing the
CLAS standards and to
provide public notice in
their communities about
the availability of this
information.

The Joint Commission standards do not
require an organization to publish this
type of information, nor does the Joint
Commission expect organizations to
make public any of their performance
improvement information.

OMH suggests organizations can report
CLAS standards implementation
progress in a standalone document or
existing organizational reports or
documents. In order to provide
information to the public about their
progress organizations may use
newsletters, newspaper articles,
television, radio or posting on a website

http://www.jcaho.org/about%2Bus/hlc/hlc_omh xwalk.pdf
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