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A Brief Disclaimer

This presentation is for general informational purposes only. Nothing contained in
this presentation or said during this presentation constitutes legal advice.
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Today’s Agenda

2025 Deadlines quick overview
« Decisions Support & Al
* Non-Discrimination and Telehealth

* Notices of Availability of Language
Services and Aux. Aids

« Language Access Policies &
Procedures

 Answer Questions




What do you need to do and by when?

§ 92.207(b)(1) through (5) Nondiscrimination in health For health insurance coverage or other health-related coverage that was not
insurance coverage and other health-related coverage subject to this part as of the date of publication of this rule, by the first day of

§ 92.207(b)(6) Nondiscrimination in health insurance
coverage and other health-related coverage

§ 92.210(b), (c) Use of patient care decision support
tools

§ 92.11 Notice of availability of language assistance
services and auxiliary aids and services

§ 92.8 Policies and Procedures

§ 92.9 Training

the first plan year (in the individual market, policy year) beginning on or after
January 1, 2025

By the first day of the first plan year (in the individual market, policy year)
beginning on or after January 1, 2025

Within 300 days of effective date (May 1, 2025)

Within one year of effective date (July 5, 2025)

Within one year of effective date (July 5, 2025)

Following a covered entity’s implementation of the policies and procedures
required by § 92.8, and no later than one year of effective date (July 5, 2025)



What do you need to do and by when?

§ 92.207(b)(1) through (5) Nondiscrimination in health For health insurance coverage or other health-related coverage that was not
insurance coverage and other health-related coverage subject to this part as of the date of publication of this rule, by the first day of

§ 92.207(b)(6) Nondiscrimination in health insurance
coverage and other health-related coverage

§ 92.210(b), (c) Use of patient care decision support
tools

§ 92.11 Notice of availability of language assistance
services and auxiliary aids and services

§ 92.8 Policies and Procedures

§ 92.9 Training

the first plan year (in the individual market, policy year) beginning on or after
January 1, 2025

By the first day of the first plan year (in the individual market, policy year)
beginning on or after January 1, 2025

Within 300 days of effective date (May 1, 2025)

Within one year of effective date (July 5, 2025)

Within one year of effective date (July 5, 2025)

Following a covered entity’s implementation of the policies and procedures
required by § 92.8, and no later than one year of effective date (July 5, 2025)



What is likely to happen now?
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Considerations for the Incoming Administration

As before, the Trump Administration is likely to
substantially revise the Biden Administration's requlation
under Section 1557 of the ACA through notice and
comment rulemaking.

Items to consider:

* The earlier revised regulation under the Trump
Administration left much of the Obama-era
regulatory provisions around language access and
effective communication in place.

« The second revised regulation under the Trump
Administration could look much like the first, But

« Until a new regulation is finalized, the Biden
Administration's deadlines will remain in place.

Whatever happens, much of this law exists independent

of the Affordable Care Act. (Title VI of the Civil Rights .
Act of 1964, Section 504 of the Rehabilitation Act, and : :
Americans with Disabilities Act) T 2k
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Presenter Notes
Presentation Notes
As before, the Trump Administration is likely to substantially revise the Biden Administration's regulation under Section 1557 of the ACA through notice and comment rulemaking. 

The earlier revised regulation under the Trump Administration left much of the Obama-era regulatory provisions around language access and effective communication in place. The second revised regulation under the Trump Administration could look much like the first. But until a new regulation is finalized, the Biden Administration's deadlines will remain in place. 

Whatever happens, much of this law exists independent of the Affordable Care Act:
Title VI of the Civil Rights Act of 1964
Section 504 of the Rehabilitation Act 
Americans with Disabilities Act 
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A Note about the January Requirements (Insurance/Payers)

The Biden Administration's regulation includes a
delayed effective date of the first day of the first
plan year on or after January 1, 2025 for required
changes to group health plan coverage benefit
design.

"OCR clarifies that any covered entity offering
health insurance coverage or other health-related
coverage subject to the delayed applicability date
for benefit design is still required to comply
with all other provisions of this final rule, as of
the general effective dates and specific
applicability dates set forth under § 92.1(b)."
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Nondiscrimination in Use of Patient Care
Decision Support Tools & Al
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Nondiscrimination in Use of Patient Care Decision Support Tools & Al

11

AN AMN'

N Healthcare

(a) General prohibition. A covered entity must not discriminate on the
basis of race, color, national origin, sex, age, or disability in its health
programs or activities through the use of patient care decision support
tools.

(b) Identification of risk. A covered entity has an ongoing duty to make
reasonable efforts to identify uses of patient care decision support tools
in its health programs or activities that employ input variables or factors
that measure race, color, national origin, sex, age, or disability.

(c) Mitigation of risk. For each patient care decision support tool
identified in paragraph (b) of this section, a covered entity must make
reasonable efforts to mitigate the risk of discrimination resulting from the
tool's use in its health programs or activities.

NONDISCRIMINATION IN THE USE OF
PATIENT CARE DECISION SUPPORT TOOLS
45 CFR §92.210
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Nondiscrimination in Use of Patient Care
Decision Support Tools & Al

Patient care decision support tool - any automated or non-

automated tool, mechanism, method, technology, or combination
thereof used by a covered entity to support clinical decision-making in
its health programs or activities.

» But note: HHS OCR stated that it was considering whether to expand this
concept to non-clinical decision-making tools (such as billing, scheduling,
and resource allocation).

Required “due diligence” when acquiring and using Al

« Consult disclosures required by certified health IT developers
« Review resources published by HHS

* Monitor academic literature

* Review media reports

» Participate in professional associations

AN AMN'

MM Healthcare

- GENERAL
PROHIBITION

(Definitions And Requirements)

« IDENTIFICATION
OF RISK

* MITIGATION
OF RISK
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Nondiscrimination in Use of Patient Care
Decision Support Tools & Al

Whether assessing whether "reasonable efforts™ have been made to

identify potential risks, HHS OCR stated that it will consider: « GENERAL
PROHIBITION
1. the system’s size and resources; (Definitions And Requirements)

2. whether the system used the tool in a manner and under the
conditions intended by the developer and approved by regulators
(or whether the tool was customized by the health system):; - IDENTIFICATION

OF RISK
3. whether the system reviewed the product information from the

certified developer of healthcare IT regarding the potential for
discrimination; and

« MITIGATION
4. whether the system has a methodology or process in place for OF RISK
evaluating the tools it adopts (e.g., the “due diligence” concept just
discussed).




Nondiscrimination in Use of Patient Care
Decision Support Tools & Al

For mitigation, HHS OCR stated that health systems are
encouraged to:

1. Establish written policies and procedures for the use of
these tools in decision-making, including governance
measures;

2. Monitor potential impacts and develop ways to address
complaints; and

3. Train staff on the purpose of the use of the tools in clinical
decision-making.

AN AMN'

MM Healthcare

- GENERAL
PROHIBITION

(Definitions And Requirements)

* IDENTIFICATION
OF RISK

* MITIGATION
OF RISK




Machine Translation Definition

11

Automated translation, without the
assistance of or review by a qualified human
translator, that is text-based and provides
Instant translations between various

languages, sometimes with an option for
audio input or output.

DEFINITIONS, 45 CFR §92.210

AN AMN'

N Healthcare
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When a Review by a Qualified Human
Translator is Required

When the text being translated...
* |s critical to rights, benefits or meaningful access,
* Where accuracy is essential,

* Or the source document/materials contain

complex, non-literal or technical language.
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Requirements for Telehealth Services

Specific definition of "telehealth"

“The use of electronic information and
telecommunications technologies to support long-
distance clinical health care, patient and
professional health-related education, public
health, and health administration. Technologies
include videoconferencing, the internet, store-
and-forward imaging, streaming media, and
terrestrial and wireless communications.”

"Telehealth interfaces or applications" are also
included within the definition of "Information and
communication technology (ICT)"
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Presenter Notes
Presentation Notes
The Biden Administration's regulation for the first time included a specific prohibition on discrimination through telehealth services (Section 92.211.)
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HHS OCR Guidance on Nondiscrimination in Telehealth

Department of Health & Human Services U.5. Department of Justice
or Civil Rights

Guidance on Nondiscrimination in
Telehealth: Federal Protections to Ensure
Accessibility to People with Disabilities and
Limited English Proficient Persons

Telehealth is an increasingly important way of delivering health care. Many health care
providers and patients have turned to telehealth during the COVID-19 public health
emergency to reduce community spread of the virus, and it is now a more accepted way
to provide and receive health care services. The U.S. Department of Health and Human
Services (HHS) and the U.S. Department of Justice (DOJ) are committed to ensuring that
health care providers who use telehealth, including telehealth that is available 24/7, do
50 in a nondiscriminatory manner.

With this guidance, the HHS Office for Civil Rights (OCR) and DOJ's Civil Rights Division
(CRT) explain how various federal laws require making telehealth accessible to people
with disabilities and limited English proficient persons. These laws include Section 504
of the Rehabilitation Act of 1973 (Section 504),' the Americans with Disabilities Act
(ADA),? Title VI of the Civil Rights Act of 1964 (Title VI),? and Section 1557 of the Patient
Protection and Affordable Care Act (Section 1557),* (collectively, “federal civil rights
laws”). Section 1557 regulations specifically provide that covered health programs or
activities provided by covered entities through electronic or information technology

! Section 504 of the Rehabilitation Act of 1973, 20 US.C. § 794.

2 Americans with Disabilities Act, 42 US.C. §§ 12132, 12182,

* Title VI of the Civil Rights Act of 1964, 42 U.S.C. §§ 2000d - 2000d-7.

4 Section 1557 of the Patient Protection and Affordable Care Act, 42 U.S.C. § 18116. While this guidance focuses
on discrimination in telehealth on the basis of disability. race. color, or national origin. HHS notes that Section 1557
also prohibits discrimination on the basis of sex and age, and that covered entities are also prohibited from
discriminating in the provision of telehealth services on those bases. HHS interprets and enforces Section 1557's
prohibition on the basis of sex to include sexual orientation and gender identity.
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HHS OCR Guidance on Nondiscrimination in Telehealth

Jepartment of Health & Human Services
fi vil Rights

Guidance on Nondiscrimination in
Telehealth: Federal Protections to Ensure
Accessibility to People with Disabilities and
Limited English Proficient Persons

Telehealth is an increasingly important way of delivering health care. Many health care
providers and patients have turned to telehealth during the COVID-19 public health
emergency to reduce community spread of the virus, and it is now a more accepted way
to provide and receive health care services. The U.S. Department of Health and Human
Services (HHS) and the U.S. Department of Justice (DOJ) are committed to ensuring that
health care providers who use telehealth, including telehealth that is available 24/7, do
s0 in a nondiscriminatory manner.

With this guidance, the HHS Office for Civil Rights (OCR) and DOJ's Civil Rights Division
(CRT) explain how various federal laws require making telehealth accessible to people
with disabilities and limited English proficient persons. These laws include Section 504
of the Rehabilitation Act of 1973 (Section 504)," the Americans with Disabilities Act
(ADA),? Title VI of the Civil Rights Act of 1964 (Title V1),? and Section 1557 of the Patient
Protection and Affordable Care Act (Section 1557),* (collectively, “federal civil rights
laws"). Section 1557 regulations specifically provide that covered health programs or
activities provided by covered entities through electronic or information technology

! Section 504 of the Rehabilitation Act of 1973, 20 US.C. § 794,

2 Americans with Disabilities Act, 42 U.S.C. §§ 12132, 12182,

* Title VI of the Civil Rights Act of 1964, 42 U.S.C. §§ 2000d - 2000d-7.

4 Section 1557 of the Patient Protection and Affordable Care Act, 42 U.S.C. § 18116. While this guidance focuses
on discrimination in telehealth on the basis of disability, race. color, or national origin, HHS notes that Section 1557
also prohibits discrimination on the basis of sex and age, and that covered entities are also prohibited from
discriminating in the provision of telehealth services on those bases. HHS interprets and enforces Section 1557's
prohibition on the basis of sex to include sexual orientation and gender identiry.
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HHS OCR Guidance on Nondiscrimination in Telehealth

Examples of Access Challenges in Telehealth:

» A telehealth platform that does not support
screen reader software for patients with
limited vision

» Telehealth platform that does not allow
interpreters to join remotely

 Instructions to access the telehealth platform
are not provided in the patient’s preferred
language

. Department of Health & Human Services
for Civi

ights

example by allowing patients to send information to health care providers for review
and analysis, and by providers to monitor a patient’s health remotely.

Although telehealth has many advantages, accessing care via telehealth may present
challenges for certain populations. Sometimes these challenges, if not addressed, may
result in these populations facing barriers and issues accessing this care. Some
examples may include:

» A person who is blind or has limited vision may find that the web-based platform
their doctor uses for telehealth appointments does not support screen reader
software.

» A person who is deaf and communicates with a sign language interpreter may
find that the video conferencing program their provider uses does not allow an
interpreter to join the appointment from a separate location.

» A limited English proficient (LEP) person may need instructions in a language
other than English about how to set up a telehealth appointment.'®

A health care provider's failure to take appropriate action to ensure that care provided
through telehealth is accessible can result in unlawful discrimination.'” Below, this
guidance outlines steps that providers may, and in some cases must, take to help ensure
accessible services to all individuals.

The federal civil rights laws discussed in this guidance prohibit discrimination on the
basis of disability, race, color, and national origin, among other bases. The following
discussion includes a non-exhaustive list of examples of how these nondiscrimination
protections apply in the telehealth context.

1628 C.F.R. § 42.405(d)(2) (“Federal agencies shall also take reasonable steps to provide, in languages other than
English, information regarding programs subject to title V1.")

17 See, e.g., 42 U.S.C. §§ 12132, 12182(a): 42 US.C. § 2000d; 28 C.F.R. §§ 35.130(a), 35.160, 36.201(a), 36.303;
45 C.FR. § 84.4(a), (b): 28 CF.R. §42.104; 28 C.F.R. § 42.405(d); U.S. Department of Health and Human
Services, Guidance to Federal Financial Assistance Recipients Regarding Title VI Prohibition Against National
Origin Discrimination Affecting Limited English Proficient Persons, 68 Fed. Reg. 47,311, 47.316-17 (Aug. 8.
2003); U.S. Dept. of Justice, LEP Guidance to Federal Financial Assistance Recipients Regarding Title VI
Prohibition Against National Origin Discrimination Affecting Limited English Proficient Persons, 67 Fed. Reg.
41,455, 41,461-64 (June 1§, 2002).
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HHS OCR Guidance on Nondiscrimination in Telehealth

Must communicate effectively with all individuals

in all communication, including:

* Provider Avallability
 Records Access
* Scheduling

All communication during appointments

U.S. Department of Health & Human Services
ffice for Civil Rights

should also use a platform that allows a support person to be present with the
patient or log in from a third location.

* A dermatology practice that typically limits telehealth appointments to 30
minutes may need to schedule a longer appointment for a patient who needs
additional time to communicate because of their disability.

» A doctor’s office that does not allow anyone but the patient to attend telehealth
appointments would have to make reasonable changes to that policy to allow a
person with a disability to bring a support person and/or family member to the
appointment where needed to meaningfully access the health care appointment.

Effective Communication with People with Disabilities. Providers must communicate
effectively with people who have communication disabilities (including certain
disabilities affecting speech or motor function) when providing care in person or
through telehealth.?’ This requirement applies to all communications, including about
provider availability, records access, scheduling, and during appointments.* Health care
providers must provide communication aids and services when needed and at no cost
to the patient.”

Because communication needs can differ depending on the individual and their
situation, effective solutions will differ too. The aids or services that are effective for the
individual and convey accurate information between provider and patient may depend
on the nature, length, complexity, and context of the communications and providers
working with the patient to best determine what works for the patient.?*

Examples of when communication aids and services may need to be provided,
include but are not limited to:

 See, e.g., 28 C.FR. §§ 35.160, 36.303: 45 C.F.R. § 84.52(d).

2 See, e.g., 28 C.FR. §§ 35.160(a)(1). (b} 1). 36.303; 45 CF.R. § 84.52(d).

= See, e.g., 28 C.F.R. §§ 35.130(f), 36.301(c), 36303, However, if providing a particular aid or service poses an
undue burden to the provider or a fundamental alteration to their program or service, the provider need not provide
that aid or service. See, e.g.. 28 C.F.R. §§ 35.164, 36.303(a). (h): Alexander v. Choate, 469 U.S. 287 (1985);
Southeastern Community College v. Davis, 442 U.5. 397 (1979). Under these circumstances, the provider must
instead pursue an alternative option, if one exists, that would not result in an alteration or undue burden, but would
nevertheless ensure that, to the maximum extent possible, people with disabilities receive the service the provider is
offering. See, e.g.. 28 C.F.R. §§ 35.164, 36.303(h).

H See. e.g., 28 C.FR. §§ 35.160(b)(2), 36.303(c) 1 )ii).
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HHS OCR Guidance on Nondiscrimination in Telehealth

U.S. Department of Health & Human Services U.S. Department of Justice
Office for Civil Rights Civil Rights Divisio

For people who are deaf or hard of hearing:

Exa m p I eS Of SOl u ti O n S/Ai d S fo r peo p I e Wh O a re * A physical therapy practice that uses telehealth to provide remote training

sessions to patients may need to provide a sign language interpreter who is

d f h d f h 1 D D H . qualified to interpret physical therapy instructions and technigues, including
ea O r a r O ea rl n q ( ) . using any necessary specialized vocabulary, for a patient who is deaf.* When an

interpreter is necessary, the provider will need to make sure that their telehealth

platform allows the interpreter to join the session.?® The provider may not

* Atelehealth platform that allows ASL

* A mental health provider who uses telehealth to provide remote counseling to

individuals may need to ensure that the telehealth platform it uses can support

i nte rp rete rS to jOi n Cal IS re m Ote I y. effective real-time captioning for a patient who is hard of hearing. The provider

may not require patients to bring their own real-time captioner.®

 Telehealth platform that provides “effective” For poople wha el o bave ool st

. B . + A dietician who uses a web-based platform to send written dietary
rea I _tl m e Ca ptl O n I n g ) recommendations to their patients may need to make sure the recommendations
are screen-reader compatible for a patient who is blind.
* A sports medicine practice that uses videos to show patients how to do physical
therapy exercises may need to make sure that the videos have audio descriptions

* May not require patients to provide own

* A urologist who provides remote consultations through a video platform may

1 H H need to provide a consultation by phone for a patient who requests that option
Interpreter or captioning. ot s o Sty

Persons

Race, Color, and National Origin Nondiscrimination: Federal law provides that no
person shall, on the basis of race, color, or national origin, be excluded from

* See, eg., 28 CFR
* See, e.g.. 28 CF.R
7 See. e.g.. 28 CF.R
* See, eg., 28 CFR

5.104, 36.104; 45 C_F.R. §92.102(b)(2)(ii).

5.104, 35.160(b). 36.303(a). (b). (c); 45 C.F.R. § 84.52(d).
5.160(c)(1), 36.303(c)(2).

5.160(c)(1), 36.303(c)(2).
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HHS OCR Guidance on Nondiscrimination in Telehealth

U.S. Department of Health & Human Services U.S. Department of Justice
Office for Civil Rights Civil Rights Divisio

For people who are deaf or hard of hearing:

Exa m p I eS Of SO I u ti O n S/Ai d S fo r peo p I e Wh O h ave * A physical therapy practice that uses telehealth to provide remote training

sessions to patients may need to provide a sign language interpreter who is

H I d 1 b H I 't' . qualified to interpret physical therapy instructions and technigues, including
VIS u a Isa I I IeS . using any necessary specialized vocabulary, for a patient who is deaf.* When an
interpreter is necessary, the provider will need to make sure that their telehealth
platform allows the interpreter to join the session.?® The provider may not

« Web-based portals that deliver screen-reader

* A mental health provider who uses telehealth to provide remote counseling to

individuals may need to ensure that the telehealth platform it uses can support

CO m pati b I e re CO m m e n d atio n S effective real-time captioning for a patient who is hard of hearing. The provider

may not require patients to bring their own real-time captioner.?®

) PhyS'CaI therapy exerC|Se demonStrathn For people who are blind or have visual disabilities:

* A dietician who uses a web-based platform to send written dietary

Vid eOS th at h ave a u d io d escri pti O n S ] recommendations to their patients may need to make sure the recommendations

are screen-reader compatible for a patient who is blind.
* A sports medicine practice that uses videos to show patients how to do physical
therapy exercises may need to make sure that the videos have audio descriptions

* Willingness to do consultations over the

* A urologist who provides remote consultations through a video platform may

phone if a patient with a visual impairment (e o prove 2 omliaton by phonefora petent o equests hatcpren
requests it.

Persons

Race, Color, and National Origin Nondiscrimination: Federal law provides that no
person shall, on the basis of race, color, or national origin, be excluded from

* See, eg., 28 CFR
* See, e.g.. 28 CF.R
7 See. e.g.. 28 CF.R
* See, eg., 28 CFR

5.104, 36.104; 45 C_F.R. §92.102(b)(2)(ii).

5.104, 35.160(b). 36.303(a). (b). (c); 45 C.F.R. § 84.52(d).
5.160(c)(1), 36.303(c)(2).

5.160(c)(1), 36.303(c)(2).
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HHS OCR Guidance on Nondiscrimination in Telehealth

Examples of Solutions/Aids for LEP Patients:

« Emails or Social posts to patients that talk
about Telehealth availability include a line or
two (not in English) about how to get the
same info in the post/email in other
languages

* Ensures the platform chosen for telehealth
allows for interpreters to join the session

recipient of federal financial assistance should clarify that any language assistance
service offered is free to the LEP person.*

Examples of language assistance services include, but are not limited to:

* In emails to patients or social media postings about the opportunity to schedule
telehealth appointments, a federally assisted health care provider includes a short
non-English statement that explains to LEP persons how to obtain, in a language
they understand, the information contained in the email or social media posting.

* When selecting a telehealth platform, a federally assisted health care provider
takes reasonable steps to ensure that the telehealth platform can support the
inclusion of a telephone interpreter or video remote interpreter as part of the call
in order to provide meaningful access to the appointment for LEP patients.

* An OBGYN who receives federal financial assistance and legally provides
reproductive health services, using telehealth to provide remote appointments to
patients, provides a qualified language interpreter for an LEP patient. The
provider makes sure that their telehealth platform allows the interpreter to join
the session. Due to issues of confidentiality and potential conflicts of interest
(such as in matters involving domestic violence) providers should avoid relying
on patients to bring their own interpreter.

# DOJ LEP Guidance to Recipients, 67 Fed. Reg. at 41,462 (noting that “when oral language services are necessary,
recipients should generally offer competent interpreter services free of cost to the LEP person); HHS LEP Guidance
to Recipients, 68 Fed. Reg. at 47,320 (describing how “it may be important for the recipient [of federal financial
assistance] to let LEP persons know that [language] services are available and that they are free of charge” once the
recipient has decided that it will provide language services)

3 DOJ LEP Guidance to Recipients, 67 Fed. Reg. at 41,462 (explaining that LEP persons should be permitted “to
use, at their own expense, an interpreter of their own choosing ... in place of or as a supplement to the free language
services expressly offered by the recipient™ but that special care should be taken because “[iJn many circumstances,
family members (especially children), friends, other inmates or other detainees are not competent to provide quality
and accurate interpretations. Issues of confidentiality, privacy, or conflict of interest may also arise. LEP individuals
may feel uncomfortable revealing or describing sensitive, confidential, or potentially embarrassing medical, law
enforcement (e.g., sexual or violent assaults), family, or financial information to a family member, friend, or
member of the local community.”); HHS LEP Guidance to Recipients, 68 Fed. Reg. at 47,318 (“[The recipient may
need to consider issues of competence, appropriateness, conflicts of interest, and confidentiality in determining
whether it should respect the desire of the LEP person to use an interpreter of his or her own choosing.”)
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Legal and Regulatory Compliance

Joint Commission/DNV/NCQA

CIVIL RIGHTS ACT
TITLE IV

1964

AMERICANS WITH
DISABILITIES ACT

1990

AFFORDABLE
CARE ACT &
SECTION 1557

2010, 2016, 2024

STATE MANDATED
REGULATIONS AND
LAWS

(Various)

NATIONAL STANDARDS
ON CULTURALLY AND
LINGUISTICALLY
APPROPRIATE
SERVICES (CLAS)

2000

AN AMN

MM Healthcare

HEALTH INSURANCE
PORTABILITY AND
ACCOUNTABILITY
ACT (HIPAA)

1996

EXECUTIVE ORDER
13166

2000

CMS
1965
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Great Resources from the HHS and other Sources

Example of a Grievance Procedure that

Incorporates Due Process Standards

Appendix C to Part 92—Sample Section 1557 of the
Affordable Care Act Grievance Procedure

Itis the policy of [Name of Covered Entity] not to discriminate on the basis of race, color, national origin, sex
(including pregnancy, sexual orientation, and gender identity), age or disability. [Name of Covered Entity] has
adopted an internal grievance procedure providing for prompt and equitable resolution of complaints alleging any
action prohibited by Section 1557 of the Affordable Care Act (42 U.S.C. § 18116) and its implementing regulations at
45 C.F.R. pt. 92, issued by the U.S. Department of Health and Human Services. Section 1557 prohibits discrimination
on the basis of race, color, national origin, sex (including pregnancy, sexual orientation, and gender identity), age or
disability in certain health programs and activities. Section 1557 and its implementing regulations may be examined
in the office of [Name and Title of Section 1557 Coordinator], [Mailing Address], [Telephone number], [TTY
number—if covered entity has one], [Fax], [Email], who has been designated to coordinate the efforts of [Name of
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Great Resources from the HHS and other Sources

Example of a Policy and Procedure for Providing

Auxiliary Aids for Persons with Disabilities

AUXILIARY AIDS AND SERVICES FOR PERSONS WITH DISABILITIES
POLICY:

(Insert name of your facility) will take appropriate steps to ensure that persons with disabilities, including persons
who are deaf, hard of hearing, or blind, or who have other sensory or manual impairments, have an equal
opportunity to participate in our services, activities, programs and other benefits. The procedures outlined below
are intended to ensure effective communication with patients/clients involving their medical conditions, treatment,
services and benefits. The procedures also apply to, among other types of communication, communication of
information contained in important documents, including waivers of rights, consent to treatment forms, financial
and insurance benefits forms, etc. (include those documents applicable to your facility). All necessary auxiliary aids

and services shall be provided without cost to the person being served.
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Great Resources from the HHS and other Sources

Example of a Policy and Procedure for Providin{&j

Meaningful Communication with Persons with
Limited English Proficiency

POLICY AND PROCEDURES FOR COMMUNICATION WITH PERSONS WITH LIMITED ENGLISH PROFICIENCY
POLICY:

(Insert name of your facility) will take reasonable steps to ensure that persons with Limited English Proficiency (LEP)
have meaningful access and an equal opportunity to participate in our services, activities, programs and other
benefits. The policy of (Insert name of your facility) is to ensure meaningful communication with LEP
patients/clients and their authorized representatives involving their medical conditions and treatment. The policy
also provides for communication of information contained in vital documents, including but not limited to, waivers
of rights, consent to treatment forms, financial and insurance benefit forms, etc. (include those documents
applicable to your facility). All interpreters, translators and other aids needed to comply with this policy shall be
provided without cost to the person being served, and patients/clients and their families will be informed of the
availability of such assistance free of charge.
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Great Resources from the HHS and other Sources

SAMPLE LANGUAGE ACCESS PROCEDURES:

In accordance with Section 1557, this document describes [insert name of covered entity’s]
process for providing language assistance services to individuals with limited English
proficiency (LEP). This process is designed to help staff take reasonable steps to provide
meaningful access for individuals to whom this policy applies, including [patients/clients] and
their companion(s). A companion includes a family member, friend, or associate of an individual
seeking access to our services, programs, or activities, who, along with such individual, is an
appropriate person with whom we should communicate.

Where language assistance services are required, they must be provided free of charge, be
accurate and timely, and protect the privacy and the independent decision-making ability of the

individual with LEP. Language assistance services that are provided to an individual with LEP
when they first contact [insert name of covered entity] should again be made available to that
individual if the individual returns to [insert name of covered entity], unless the individual
confirms that they no longer require language assistance services.

Contact information for [if applicable: the Section 1557 Coordinator and/or] the staff member(s)
responsible for coordinating the language access procedures set forth in this document is set forth
below:

[insert contact information for language access point(s) of contact].
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Notices of Availability of Language Services
and Auxiliary Aids
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Important Resource: Pre-translated Availability Statements

A AMN

N Healthcare

Spanish

Sample Notice of Availability of Language Assistance Services and Auxiliary Aids
and Services (§ 92.11)

ATTENTION: If you speak [insert language], free language assistance services are
available to you. Appropriate auxiliary aids and services to provide information in
accessible formats are also available free of charge. Call 1-xxx-xxx-xxxx (TTY: 1-xxx-
XXX-XXxx) or speak to your provider.”

Espafiol

ATENCION: Si habla espafiol, tiene a su disposicion servicios gratuitos de asistencia
linglistica. También estan disponibles de forma gratuita ayuda y servicios auxiliares
apropiados para proporcionar informacion en formatos accesibles. Llame al 1-xxx-

XxXX-Xxxx (TTY: 1-xxx-xxx-xxxx) o hable con su proveedor.

Language

Motice of Availability of Language Assistance
Services and Auxiliary Aids and Services

Motice of Non-Discrimination

Creole (Cape

Notice of Availability of Language Assistance Services
and Auxilizry Aids and Services [Cape Verdean
(Creole] - POF

Motice of Meon-Discrimination

Cape Verdean Creole] - PDF

Vardean] Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
2nd Auxiliary Aids and Services [Cape Verdean Creole)([Cape Verdean Crecle] — Word
- Wiord
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
and Auxiliary Aids and Services [Dutch) - PDF Dutch) - FDF

Dutch
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
and Auxiliary Aids and Services [Dutch) -Word Dutch) - Ward
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
and Auxiliary Aids and Services [Farsi) - FDF [Farsi} - FDF

Farsi
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
2nd Auxiliary Aids and Services [Farsi) -Word Farsi) - Word
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
and Auxiliary Aids and Services [French) - FDF [French) - FOF

French
Notice of Availability of Lansuage Assistance Services |Motice of Non-Discrimination
znd Auxilizry Aids and Services [French] -Word [French] - Word
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
and Auxiliary Aids and Services [German] - PDF German) - PDF

(German
Notice of Availability of Lansuage Assistance Services |Motice of Non-Discrimination
2nd Awxiliary Aids and Services [German German] - Word
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
znd Auxilizry Aids and Services [Greek) - PDF Greek) - PDF

(Greek
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
and Auxiliary Aids 2nd Services [Greek) - Word Greek) - Word
Notice of Availability of Languagze Assistance Services |Motice of Non-Discrimination
znd Auxilizry Aids and Services [Gujarati] - PDF Gujarati] - PDF

(Gujarati
Notice of Availability of Language Assistance Services |Motice of Non-Discrimination
and Auxiliary Aids and Services [Gujarati) - Word Gujarati) - Word

Wit Notice of Avsilability of Lansuage Assistance Services |Motice of Non-Dizcrimination

aitian

2nd Auxiliary Aids and Services [Haitian) - PDF

Haitian} - PDF
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Notice Requirements of Availability of Language
Services & Auxiliary Aids Paper size: A2

Language Assistance and
Auxiliary Aids & Services Available

ATTENTION: If you speak another language other than English or are a person who
is deaf or hard of hearing, free language assistance services are available to you.

« Language: Provide in English and the top 15 languages in oot s s o o s oo St ot
the state.

Spanish (Espafiol)
ATENCION: Si habla espafiol, tiene a su disposicion Korean (H=104)
n 1 n H m m - n n r' r r r servicios gratuites de asistencla linglistica. También Fof: [HI3]B AHEAIE 22 23 2o| AlH Mu| A8
e F t . M 2 O- p t f | g estin disponibles de forma gratuita ayuda y servicios 0125H 4 RUALICHL 0|8 7HsS HAOE HRE HItks
o ) I I u OI Sa S Se I O a e : auxiliares apropiados para proporcionar informacién en | HEF 2X 7|7 Y MujA % 222 HIgUch
formatos accesibles.

® Avai Iabi I ity: ifihlnu:lul r‘.'l.:ndui':n('

Vietnamese (Tiéng Viét)

LLAU - Néu ban ndi tiéng Viét, ching t8i cung cp mién
phi cde dich vu hd trer ngén nge. Céc hd trer dich vu phi
hop dé cung cdp thdng tin theo cac dinh dang dé tiép
cén cing duge cung cip midn phi

* Annually and upon request.

Arabie (i =) ACHTUNG: Wenn Sie Deutsch sprachen, stehen Thnen
dygilll Gaskad) Siled el gz iy all dall G S 13 = kostenlose Sprachassistenzdienste zur Verfiigung.
Sy Slaplal) s duria Slaiiry Bashes Jiloy H35 S A Entsprechende Hilfsmittel und Dienste zur

° Display on the entity’s Website and at prominent physical Gl 4] Jpagll 5q. | Bereitstellung von Informationen in barierefreien

Formaten stehen ebenfalls kostenlos zur Verfigung.

I t' Franch (Frangais) & . [JI%QHI]
Oca IO n S - ATTENTION : Si vous parlez Frangais, des services m{'::::u:u m nllt Jlﬂnkﬂ e T O O ol
d'aseistance linguistique gratuits sont 4 votre e N

disposition. Des aldes et services auxiliaires appropriés e “qT"'" 2 Wi G“E[“.'l'u Ef Hlay "’dﬁ.l”[m] T
3 Waui o I
pour fournir des informations dans des formats e ""*@H‘ et giarlonl wialdl vl wisat w2 alaedl wel

+ Offer alternate formats for individuals requiring auxiliary aids. son églemert dponiles gratuemen_| *F A4 Sueay .

Tagalog Hindi (8721

PAALALA: Kung nagsasalita ka ng Tagalog, magagamit
mo ang mga libreng serbisyong tulong sa wika e el Ef el diad € a1 s, afy

« Usage: Include on designated electronic and written Hogmmt g v g s ssmgopra | AL MU T TGS €|

auxiliary na tulong at serbisyo upang magbigay ng
impormasyon sa mga naa-access na format. R A A Far i R STy

communications.

Lae (27a) BHAMAHMWE: Ecnu Bl FTOBOPUTE Ha PYCCKMA, BamM

“v.ez

LRI TILET W 20, FEUUS TIUSoBOTIW I O0CTYNHEl GECNNATHEIE YCNYTH A3LKOBO0A NOOASEKKN.
couUtseetinii. S Bigoe oo muuShrLeuuy CooTBETCTRYIOWME BENOMOTaTeNkHEE CpeacTea

® N Oti CeS s P u b I i C e m e rg e n Cy iiumm'tsu'sm'uLu‘n?m'zuu?nsuu LU S WI0CETICT :Q‘ffyﬂ:;f;gﬁﬂgﬂisfa?::n:Zf:éjgzi:zsm
H f t' GecnnarHo.
e Collections Inftormation e ——— PR
ATENCAQO: Se vocé fala Poruguds, servigos gratuitos llthKAT Trkee ko toraisiz di
° CO m Iai nts e pestalinc _Iinguw'sticg astd duspgm‘wms pars voch. destedl iuznr\eql;in sﬁll;it#:::;:li ;ﬁ;le::;‘;ue‘:bilir
° CO n S e n tS p mllr‘oascg:::is?:rxhgoll:r:;c::{Sggalgs:bgﬂaeigglcwr formatiarda saglanmasi igin uygun yardimel aragiar ve
. . disponiveis gratuitamente.
- : « Thisis NOT an p— —
« Discharge Instructions S smcmanses mEoRmRAy-vaes MU0W
h t. I. t AV T FoEo Tl (A FIRTI54E5 WAL, SINAAL 'c:-\_wm i Ve LA ad T
exnaustive IIs s ) DS T RT3 sy | T wananl fulind sulaussud e Aot ol

hizmetler de Gcretsiz olarak sunulmaktadir.
"
m = Pt > FayalugtuunT i dld Taglufoerldse
R P~ ADEE T AR E T oy
*  Member Handbooks

Ah AMN | LanGu AGE
A Hadiica SERVICE

* By when: No later than July 5, 2025 | _— |
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Presenter Notes
Presentation Notes
Here is an example of what AMN Language Services prepared for the State of Alabama.  Notice that this examples was made on A2 size paper to allow for the 20pt size font for the top 15 languages of that state.
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Language Assistance and
Auxiliary Aids & Services Available

ATTENTION: If you speak another language other than English or are a person who
Is deaf or hard of hearing, free language assistance services are avallable to you.
Appropriate auxiliary aids and services to provide information in accessible formats

are also available free of charge.

Spanish (Espaficl)

ATEMCION: Si habla espafol, tiene a su disposicidn
servicios gratuites de asistencia lingGistica. También
estan disponibles de forma gratuita ayuda y servicios
auxiliares aproplados para proporcionar informacién en
formatos accesibles.

Korean (T
F2 -'HHCHJ: M-SW-—%! 22 0| XH MulAS
o8t 4 UGUCL 018 7t BH2E FRE HBts
HE B 717 U MAE R22 A28

5. ekl i
AT

Vietnamese (Tiéng Viét)

LLAU ¥ Néu ban ndi tigng Viét, ching t6i cung cip mién
phi cdc dich vu hi tre ngéin ngte. Céc hd tre dich vu phi
hop @& eung edp théing tin theo cée dinh dang dé tép
cén cong dwec cung cap mién phi

Arabic (i. 1)

& galll Guslad) Cilesd ol g i !l Bkl rimds CuiS 13 sdaed

2 Cilaglal) s i Claidry Gusls Siluy 1S S Lulad)
Ul lged] Jparll (Rg

German (Deutsch)

ACHTUNG: Wenn Sie Deutsch sprechen, stehen Ihnen
kostenlose Sprachassistenzdienste zur Verflgung.
Entsprechende Hilfsmittel und Dienste zur
Bereitstellung von Informationen in barmierefreien
Formaten stehen ebenfalls kostenlos zur Verfligung

Franch (Francais)
ATTENTION : Si vous parlez Frangais, des services
d'assistance linguistique gratuits sont & votre
disposition. Des aides et services auxiliaires appropriés
pour fournir des informations aans ucs formats
accessibles sont é or

Gujarati (2 7w2e L)

1A 2L m i leakﬂ odletell 8l dl sgd cisISTy
it A aied] evial wiE Guae . o 2ilsnd nem
i d.-u@mluu EECES upelell Yl uisan izl Aaiadl wet
alu e Gueeiy &,

Tagalog

PAALALA: Kung nagsasalita ka ng Tagalog, magagamit
mo ang mga libreng serbisyong tulong sa wika.
Magagamit din nang libre ang mga naaangkop na
auxiliary na tulong at serbisyo upang magbigay ng
impormasyon sa mga naa-access na format.

Hindi (872Y)

@H g gefwm gl gt drad &, @ s, @y
FTAFP HIY WA WA STAaE Bl § | A
Luciikag TSR WEH B & EiEpocs
WETA® WIE A G a1y H} AREw suaay

Lao {220)
ey
CLULTSEN

TR IUTRE ]

i En 510, SsUE LG

Russian (PYCCKWM)

BHAMAHWE: Ecnu Bl rOBOPHTE Ha PYCCKMA, Bam
NOETYNHE BECNNATHEE YENYTM AILKOBOR NOABENKKA
CooTRETCTRYIOWNE BCNOMOraTeNsHEE CpencTea

M YENYTW N0 NPEJOCTABNEHAID MHEDODMALWA B
oCcTyNHLX iopMaTax Tawe NpeLocTaRNATCA
GecnnatHo.

Portuguese (Portugués):

ATENCAO: Se vocé fala Portuguds, servigos gratuitos
de assisténcia linguistica estao disponiveis para vocd.
Auxilios & servigos auxiliares apropriados para fornecer
informagdes em formatos acessiveis também estio
disponiveis gratultaments.

Turkish (Turkce)

DIKKAT: Tarkge konuguyorsaniz, size Ocretsiz dil
destedi hizmetieri sunulmaktadir. Bilgilerin erigilebilir
formatiarda saglanmasi igin uygun yardime: araglar ve
hizmetier de Ocretsiz olarak sunuimakiadir,

AOFEREY—E 28D
FURL L \1%? FoeLT (ELAFRTIELS
R TN SRR TREE BT 3 0OWYIEHEE
HHOY—EALEHTIHRVEETE T

Thai {Twe)

g nnAsddie T muluf e ad s
il wanamil” dalwd sl uf et ania e
Fay alugsuui il el paldane

Interpreter Services

Shqip
Nwlnmwnnmﬂu-ﬂtnl(rwm\qj [

il ghambn g am, e a0 T garsdh
fopri-mpihhorny

R e
R

Vs e e a omll
Ll i Lt L s gt B g

Jwjtptlu

Bn FpaLriba) riag LS Pt prg el Lnsia

ik giagash, Taehs darbelyg ity
Pk vy iy 6 b s

A RS B
by dndpy e aatay

o

o 5T TR R T W W WL
o ey e G e e e i
e

Kr olu di Kab_u Verdi

e,
e

Crnass

B | EE S {—‘}H!FJ
BRWENER— RRERWTR -
RS - WG M D P - R

Froncn

Fram;a:s

Geran

Deutsch

A P
Dk mataeberin Bie i e 8 ben
raditinzchadt Dofratechas’n wind ganser, Nie wartan S,

[

Wi P e g 9 a il ecpneter o1 09 oE 19
wou. Flease ponl o your hinguege. A medical ineroreter
wil oo called, Muasn wal,

Kr‘t;yol Aylsyen ﬁz;tugués

ol asedeyen -seuw--eum . Targe 1ot e,

irlim s s s i P e
nd S Dus oo, W P Dk D b,

i
Thew mpil e,

Italiano

perdrien
fr Eardatgro

s ARIERA

=

5 Jﬁﬂilig\da g
e

Brole ai chireads, o vt

alingun sus snch fala, Urn o
=

St suCrinen

Srpsko-Hrvatski

L T e ———
Mdalia nr s pobnrela e vas fase. Madoiea peaved e oo b8
T [ A ——

.
Soomaali
[ ke tarta o g adsanga, T
bk bgas winciphn 20 iy

agheaan 4
atrasd

-
Espaiiol

id 40 919t & o Boaoae oo g, P Lwver (ol
ko, Llarusansan & un inkirprats mvidice, Por tavor supere.

bk bl ol s
o, Mhtsrahiag wa [ogeh

Pty i g
8 mabbab starwe Kgojan trchal.

faanig

Tagalog

iyt e g gy o =t e
[T N T

et fl e o
e oy e ek S o

SERNNITERY

gl ot g i, Chlog 43
g sk wang pily

Lisatte Bisparim et of Pl Haslth, Suly 081
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Presenter Notes
Presentation Notes
I would recommend that if you do not currently have the Notice of availability here are some samples.  Whatever you decide to utilize please include the ASL symbol or what is shown here created by AMN.  I particularly like that they included the Notice of availability statement at the top.  Again this has to be in size 20 sans serif font in prominent places.
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Examples: | Speak

STANDARD PRECAUTIONS

HAND HYGEEME i

T gy, e el e el iy Coefea i D]

WEAR GLOWES
381A Bugn 1ou 101 sjesuel] sped ap e b nsThatg BeTOD, Lonle
T Flrdil B FEarsresisg e

.
| loueds3 ojgey ysijbug yeads | i
® trona ol A o1 : S/ g EVEPROTECTION X |
—
S
A5 |

E= iz q Wl P iy e bl ey
Buswmungh I |EST (i 5 gresenrain pyleshen
uafsife jofauy ajed vampy I8y yeads | -y :

e ' WEAR GOWMN

= .”eads ’ A e e LRl

B e mle el

B Eama o prlarrwrraie] oS P o
b e M e Bl TR o =F o WP
el Grmy P g 5o WITE D aTREE

Please Call an
Interpreter /
Interpreter Services 0'

Insert Patient Sticker here if available
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Presenter Notes
Presentation Notes
Examples of operational steps to identify LEP patients


COMMUNICATION AND
_ ACCESSIBILITY SERVICES
Notice of

Availability inif Atz | 2 lec]ve

of Auxiliary SIGN LANGUAGE AND ORAL

Aids INTERPRETERS, TTY'S AND OTHER
AUXILIARY AID SERVICES ARE AVAILABLE
FREE OF CHARGE UPON REQUEST

37


Presenter Notes
Presentation Notes
Best Practice – won awards


Language ID Poster and Disability Accommodations R

@ Language Identification Poster §53 Disability Accommodation Resources

Interpreter
. 4 4 g 2
Uné flas Shqip Albanian NA YIA HAUSA Heusa Y st Be @ Punjabi q ,-) ,-)
ATICHF: WTAAV-= Amharic I3y INT AR Hebrew 8 Y S ¢ 3 yiuoj Pushto \ \
A yadl Aall AL L Arabic % =1 At & Hindi  Vorbesc limba roméni Romanian ' ' '
BGu 2ugbipkG Yp fuouhud Armenian Beszélek Magyarul Hungarian 51 roBOpIO NO-PYCCKM Russian I am (point below): *
Man a30pGajas AMIMHID JAHBILIBIPAM Azeri Anam asu igbo Ibo Ja roBopum cpricku Serbian I am HARD OF HEARING I am DEAF. P ’
G z Saya bicara bahasa Indonesian . " Right Ear DEAF-BLIND
wife At oA A A Bengali : NdlrjO taura Shona : Shona Left Ear PARTIALLY BLIND
Govorim bosanski/hrvatski Bosnian/Croatian Parlo Italiano Italian 0 Beg 210 DD Sinhalese Both Ears LEGALLY BLIND
A3 rosops Gbnrapcku Bulgarian Nvuga ikinyarwanda Kinyerwanda Rozpravam po slovensky Slovak I need (point to all that apply): | need (point to all that apply): I need (point to all that apply):
&S [8§erc§00050120p8s Burmese vhe =g whic Korean Waxan ku hadlaa af Soomaali Somali
AL YE Cantonese PSS Al (59,954 (0 Kurdish Hablo espaiiol Spanish : Ampl_lflc_atlon lpterpr_eters . /nlerprgters: :
S = — Captioning o American Sign Language Interpreter oAmerican Sign Language Interpreter

N ta papia-criollo cabo-verdiano  C.V. Creole Es runaju latviski Latvian Ninasema Kiswahili Swahik 5 CART Provider O PSE (Mix ASL and English) Interpreter Tactile American Sign Language
Mluvim &esky Czech Na lobaka Lingala Lingala Marunong ako magsalita ng Tagalog Tagalog Cued Speech O SEE (Signed Exact English) Interpreter  Interpreter

| speak English English AS kalbu lietuviskai Lithuanian mrar Guaid Guomf FiP Tomil o FM System ‘ 4 oCDI (Cemﬁe_ad Deaf Interpreter) o

——— ALt R T ey e Face-to-face Lipreading OCART Provider Secondary Communication:

Ma riidigin Eesti keelt Estonian Jac 300pyBaM MAKEIOHCKH Macedonian NNVj‘ﬂ‘[VIU Thai o Gestures Braille

PRITPRN JES | I Farsi Saya bicara bahasa Malay Malay PICTE WA Nes Tigrignia Neck Loop Secondary Communication: oCommunication Book
Je parle frangais French R E Mendarin Tirkge konuguyorum Turkish ©No noise ‘PbGAesmres ) C Flngerspellmg
3 Joboamnd Lo T R— ; o Nothing in your mouth O Pictures to point at Large print

g 3rodohogmd Jborgmoe Georgian HT 51T qTeAAT Marathi Meka Twi Twi © Oral Transliterator O Written words Face-to-face Lipreading
Ich spreche Deutsch German Bu Monroa x210p sipbaar Mongolian A po3MOBNAID NO-yKPaiHCLKK Ukranian Pictures to point at o Paper and pen
MG ENAquiké Greek T urehl aieg Nepek  UsnCCJeas s Urdu : gf’c"f‘ talker T' D' b

i 2 = - © Sign language

& ARrA &g § Gujerati Méwig po polsku Polish MeH yabekua ranupaman Uzbeck Slcg)w spegechg
Mwen pale kreydl ayisyen Haitian Creole Falo Portugues Portuguese Chuing t6i néi tiéng Viét Vietnamese Transliterator

Visual-Gestural Communication
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Requirements For A Written Language Access Procedure v -

“ A covered entity must implement written language
access procedures in its health programs and
activities describing the covered entity's process for
providing language assistance services to individuals

with limited English proficiency...

POLICIES AND PROCEDURES, GENERAL
REQUIREMENTS, 45 CFR §92.8(a)
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AN AMN'
Requirements For A Written Language Access Procedure v -

‘ ‘ A covered entity must take reasonable steps to

provide meaningful access to each individual with
limited English proficiency (including companions with
limited English proficiency) eligible to be served or

likely to be directly affected by its health programs and

activities.

MEANINGFUL ACCESS FOR INDIVIDUALS
WITH LIMITED ENGLISH PROFICIENCY,
GENERAL REQUIREMENTS, 45 CFR §92.201(a)




o
©
o
=
©
(3]
T
z
=
<
=
(o]
2
5]

onfidential. Prop

Written Language Access Procedure
Requirements

« Coordinator Information: Section § 1557 contact details.

- LEP Identification: Process for employees to identify Limited
English Proficiency (LEP) individuals.

- Language Services: Steps to obtain qualified interpreters and
translators.

 Bilingual Staff: Maintain a current list of qualified bilingual staff
(QBS).

 Translations:
* Access current electronic translations.

« Maintain a list of all translated materials (electronic and printed)
by language and translation date.

« Auxiliary Aids: Guidelines for requesting and utilizing services for
individuals with disabilities.

« By when: No later than July 5, 2025

AN AMN'

MM Healthcare

- GENERAL

REQUIREMENTS
(What to include in the policy)

« “REASONABLE
STEPS”

 PROHIBITIONS




Written Language Access Procedure
Requirements

What Must Be Provided?

* Meaningful access for individuals with Limited English
Proficiency (LEP).

 Reasonable steps, including:
* Provision of interpreters or written translations.

« Publishing notices about language assistance
availability in the top languages of the state.

« Offering qualified interpreters:
* Free of charge.

* Timely to ensure effective communication.

AN AMN

MM Healthcare

- GENERAL

REQUIREMENTS
(What to include in the policy)

- “REASONABLE
STEPS”

 PROHIBITIONS




Written Language Access Procedure
Requirements

* Do not require individuals to provide their own interpreter.
* No reliance on:

* Minor children as interpreters, except in life-threatening
emergencies when no qualified interpreter is available.

* Preferred interpreters when there are concerns about
competency or confidentiality.

« Adult family/friends, unless:
* The individual refuses an interpreter.

* Providers determine the family/friend cannot
interpret adequately.

« Unqualified bilingual or multilingual staff/providers.

 Low-quality video remote interpreting services.

AN AMN

MM Healthcare

- GENERAL

REQUIREMENTS
(What to include in the policy)

+ "REASONABLE
STEPS”

 PROHIBITIONS
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Interpreter vs. Translator vs. Bilingual Clinical Staff

A AMN

N Healthcare

Qualified Qualified Qualified

P Bilingual/ Interpreters Interpreters Qualified

Qualifications Multilingual for LEP | for Individuals | Translator
Staff individuals w/Disabilities

Demanstrated proficiency in speaking, understanding and X X X X
communicating in English and at least one other language
Able to communicate effectively, accurately and impartially,
both receptively and expressively, using any necessary X X X X
specialized vocabulary, terminology and phraseoclogy
Adheres to generally accepted interpreter ethics principles, X X X
including client confidentiality



Presenter Notes
Presentation Notes
Bilingual providers and staff are considered qualified when providing language assistance as part of their current, assigned job responsibilities, and only if they have been tested or credentialed for their clinical fluency in that non-English language.  If you can explain A1C results to an English speaking patient you should be able to do it at the same level in Portuguese for example.
Furthermore, if bilingual providers and staff are utilized to serve formally as interpreters or translators then  they must complete training and adhere to interpreting ethics, conduct and confidentiality which requires formal interpreter training Also, just make sure that if you are accredited by The Joint Commission that you perform annual competencies on all interpreter and/or translators on staff.
Who are you required to provide interpreters and translations to? Patients and Companions and this includes, family, friends, visitors, 
Recently involved in providing training to staff with a case where hearing mom going to deliver a baby requests an ASL interpreter for Dad and it was refused.
�
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“Qualified Bilingual Staff”
Definition Change

Bilingual or Multilingual staff/providers:

An individual who is a member of the covered
entity’s workforce who is designated to provide in-
language oral assistance as part of their current
assigned job responsibilities

& GENERAL HOSPITAL

J 3)

Carla Fogaren
Registered Nurse
ID# 2545
QBS Portuguese

AN AMN

MM Healthcare

A Bilingual or Multilingual staff/provider
who has demonstrated to the covered entity:

1. Proficient in speaking and understanding both
spoken English and at least on other spoken
language, including any necessary specialized
vocabulary, terminology and phraseology

2. Able to effectively, accurately, and impartially
communicate directly with LEP individuals in
their preferred language

*These skills require some form of testing or
credentialing
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Utilizing an outside
vendor for language
assessments

* Obijective in passing or failing
candidates

 Validity of test

* Legally defensible

» Cost efficient

« Language availability
* No repercussions

* Meets legal and regulatory
compliance

Confidential. Property of AMN Healthcare. 47
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Translated Materials

Must have repository of all
tranSIatEd material # | Office 365 | SharePoint

« Date translation Issued and - 2 e coie
language identified © o e :

 Current list of ALL written translated

Written Translation Request

material

«  Work with your vendor to create a sments ————
translation portal that staff can SR
access

How do we handle Discharge
Instructions?



Presenter Notes
Presentation Notes
Hyperlink to all of the documents – 
Date Issued and language identified

Current list of written translated Material – ALL OF IT – portal

How do we handle Discharge Instructions – 

Regulation implies need for machine translation discharge instructions reviewed by Qualified Human Translator

Translation requirement:
Discharge instructions must be translated into the patient's preferred language. 
Qualified translation services:
Use qualified translation services to ensure accuracy and cultural sensitivity. 
Notice of language assistance:
Inform patients about the availability of language assistance services, including translation of discharge instructions, at the time of admission. 
Identifying prevalent languages:
Determine the most commonly spoken languages in the service area to prioritize translation efforts. 
No reliance on family members:
Avoid relying solely on family members or unqualified staff to interpret discharge instructions, unless in emergency situations and with patient consent. 
Potential consequences of not providing translated discharge instructions:
Non-compliance with Section 1557:
Failure to provide translated discharge instructions can be considered discrimination based on national origin, violating Section 1557 regulations.
Patient safety concerns:
Lack of understanding of post-discharge instructions can lead to complications and poor health outcomes for LEP patients. 
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Provision of Auxiliary Aids and Services

Communication Aids:
« Qualified interpreters

* Note takers, CART providers, written materials,
exchange of notes, whiteboards.

 Screen reader software.
Hearing Assistance:

« Hearing amplifiers, telephone amplifiers, assistive
talking/listening devices.

* Hearing-aid compatible telephones, closed
captioning, video phones.

Telecommunication Solutions:

* Voice, text, and video-based communication
products.

» Video-text displays or other methods for
individuals who are deaf.



Presenter Notes
Presentation Notes
Aux Aid Toolbox
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Provision of Auxiliary Aids and Services (cont.)

Visual Support:
* Visual cue cards with pictures.

« Magnification software, large-print materials,
books on tape, and audio recordings.

Low Vision Aids:

« Qualified readers, software readers, glasses,
hearing aid batteries.

Other Effective Methods:

« Materials and resources tailored for blind or low-
vision individuals.



Presenter Notes
Presentation Notes
Aux Aid Toolbox
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Translated Cue Cards Available in 35 languages

Source: https://www.easternhealth.org

BASICS peamp s Escala de Clasificacion de Dolor
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https://www.easternhealth.org/
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MATT FIDLER

VP Client Experience
AMN Healthcare

matt.fidler@amnhealthcare.com

DREW STEVENS, JD

Of Counsel
Parker, Hudson, Rainer & Dobbs LLP

dstevens@phrd.com
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CARLA FOGAREN, RN

National Health Equity &
Language Access Consultant

fogarencarla@gmail.com




A AMN'
AN Healthcare

Resources

e Section 1557 Compliance Guide: Al & Decision Support Tools
e HHS OCR Guidance to Nondiscrimination in Telehealth

e SAMPLE: Written Language Access Procedures

e SAMPLE: Effective Communication Procedures (For Individuals with Disabilities)

e Notice of Availability of Language Access in 47 languages

e AMN Healthcare Language Proficiency Testing Booklet

e SAFE Al Task Force Guidance on Al and Interpreting Services

Coming Soon:

e Library of Pre-Formatted Notices of Availability of Language Services and Auxiliary Aids
(Pre-Translated Into Top 15 Languages) for each State



Presenter Notes
Presentation Notes
We will be releasing the Pre-Formatted Notices of Availability for each state in batches over the next few months starting with the most populated states.

https://www.amnhealthcare.com/siteassets/language-services/section-1557-compliance-materials/guidance-on-ai-patient-care-decisions-support-tools.pdf
https://www.amnhealthcare.com/siteassets/language-services/section-1557-compliance-materials/guidance-on-nondiscrimination-in-telehealth.pdf
https://www.amnhealthcare.com/siteassets/language-services/section-1557-compliance-materials/1557-sample-language-access-procedures.docx
https://www.amnhealthcare.com/siteassets/language-services/section-1557-compliance-materials/1557-sample-effective-communication-procedures.docx
https://www.amnhealthcare.com/siteassets/language-services/section-1557-compliance-materials/notice-of-availability-in-47-languages-1.docx
https://www.amnhealthcare.com/siteassets/language-services/section-1557-compliance-materials/ls-language-testing-guide-for-healthcare-3.pdf
https://safeaitf.org/guidance/
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Get the Slide Deck &
Resources

The slide deck and all linked resources
will be sent to your email early next
week.

(be sure to whitelist @amnhealthcare.com
or check your spam folders)

Post-Webinar Actions

Sign up for the Next Sec. 1557
Workshop (Jan 15)

Join us for our next session taking place
at 11:00 AM CST on January 15%. All
registrants for this session will receive an
invitation and registration link via email
late next week.

AR AMNS

ANF Healthcare

Get in Touch / schedule a
consult

Current clients can reach out to their
Client Account Manager

Non-clients can reach out to Moira Kelly
at: moira.kelly@amnhealthcare.com



mailto:moira.kelly@amnhealthcare.com
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EMPOWERING THE FUTURE OF CARE
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