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Section N: Language Assistance Program

N1: Obtaining Access to Cultural and Linguistic Services

State and Federal regulations require CenCal Health to make interpreter and translation
services available for limited English proficient members. Limited English proficient (LEP)
members include those who have a limited ability to read, speak, write or understand
English. CenCal Health is also required to facilitate, promote and provide training in cultural
competency for its staff, as well as for health network staff and CenCal Health providers.
CenCal Health's Cultural and Linguistic Services program provides and facilitates interpreter
and franslation services.

The Department of Health Care Services (DHCS) periodically audits CenCal Health's
Language Assistance Program which includes interpreter and translation services, as well as
on our provider trainings. DHCS auditors may select individual provider offices to review as a
part of this audit, to verify whether LEP members are informed of the availability of
language assistance and have been offered

interpreter services. CenCal Health will contact, in advance, provider offices selected by
the DHCS to participate in its cultural and linguistic services audit when possible.

N2: Accessing Interpreter Services

Providers may request interpreter services for their CenCal Health patients with limited
English proficiency. We encourage providers to use CenCal Health's 24/7 telephonic
interpreter Service for most routine appointments. Video Remote Interpreting (VRI) for face-
to-face interpreter needs for ASL, Spanish and 20 other languages are also now available
for specialty appointments through Certified Language International by using their assigned
password. Providers may also request face-to-face interpreter services (Spanish) if criteria for
these services are met for a network interpreter to be sent to the appointment. For help in
identifying your patient’s preferred language, see the Provider section of the CenCal Health
website.
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How to Request Interpreter Services
o Verify the member’s eligibility and identify if the member is enrolled with CenCal
Health. The member MUST be a member of CenCal Health to use CenCal Health
interpreting services, and you may be responsible for payment if determined to be
misusing services for non-CenCal Health members.

o Telephonic interpreter service is to be used for all routine services that do not
meet the criteria as noted in Section N, N7 Language Access Program. This
service is available 24 hours a day, seven days a week.

o Video Remote Interpreting (VRI) service is to be used for ASL members and 21
other languages available on demand. Please note that only ASL and
Spanish is available 24/7. For cost-effectiveness, CenCal Health asks providers
to utilize CLI's voice-only interpreting services whenever possible, and use VRI
for complex appointments. For a list of all languages go to
cencalhealth.org/providers/cultural-linguistic-resources/

o Face-to-face (in-person) Spanish and ASL interpreter services, are available
based upon the noted criteria in Section N7. This service is available for
scheduled medical appointments in an ambulatory setting, and requires at
least five working days’ advance notice.

o American Sign Language is available on-demand through VRI, however, if it
requires a face-to-face interpreter in-person, please request at least 5 working
days in advance nofice.

e Please have the following information ready for Face-to-Face scheduling at the time
of the request:
o Member's name
Member's CIN or ID#
Member's gender and age
Date and Time of appointment
Type of visit and approximate duration within the noted criteria (does not
apply to ASL)
o Name of doctor/facility
o Address and phone number of appointment/location
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¢ If the member is eligible with CenCal Health, please contact CenCal Health's
Member Services Department by calling (877) 814-1861. Prior authorization is
required if criteria is met.

Reference Link:
Language List and Hours of operation
https://www.cencalhealth.org/providers/cultural-linguistic-resources/

N3: Documenting Member Refusal of Interpreter Services

CenCal Health ensures that qualified interpreters are professionally trained, culturally
competent and well-versed in medical terminology and managed care concepts.
Because of these requirements, it is important that provider offices document when
members refuse to use the telephonic or face-to-face qualified interpreter services. We
recommend documenting the refusal of any of the interpreter services available to
providers (telephonic, VRI, or face-to-face) in the member’s record. Documenting refusals
can protect the provider and the provider's practice and it ensures consistency when
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medical records are monitored through site reviews or audits to ensure adequacy of
CenCal Health's Language Assistance program.

N4: Tips for Documenting Telephonic, Video or Face-to-Face Interpreter Services

¢ CenCal Health recommends documenting whenever telephonic, VRI or face-to-
face, including ASL interpreter services are used, in the member’'s medical record.

e If the member was offered interpreter services and they refused, it is important to
note that refusal in the member record for that visit.

e Using a family member or friend to interpret should be discouraged. However, if the
member insists on using a family member or friend, it is extremely important to
document this in the medical record. Minors should never be used to interpret.
Consider offering a telephonic or video interpreter in addition to the family
member/friend to ensure accuracy of interpretation when this occurs.

e For all limited English proficient members, it is a best practice to document the
member’s preferred language in paper and or electronic medical records in the
manner that best fits your practice.

Source: Industry Collaboration Effort (ICE) Tips for Communicating Across Language Barriers;
www.iceforhealth.org/.

N5: Working with Interpreters for Face-to-Face, Telephonic, and Video Services
Certified Languages International (https://certifiedlanguages.com) hires the very best
interpreters available from a nationwide database.

Our face-to-face interpreters for Spanish and ASL needs are independent contractors who
we have assessed and tested to assure that they have the highest level of accuracy and
professionalism.

However, language interpretation is a three-way conversation between yourself, your
patient and the interpreter. Please discuss concerns or issues together to improve all
parties’ experience, and report any feedback you would like CenCal Health to know fo
CenCal Health's Cultural & Language Program & Resource Coordinator.

Né: Working with Limited English Proficient (LEP) Members
It is important that providers know how to identify, offer and access interpreter services for

LEP members. Below are some recommended tips on how to work with limited English
proficient members.

e Who are considered LEP members? Individuals who do not identify English as their
preferred language and who have a limited ability to read, speak, write or
understand English, may be considered LEP.

o How to identify LEP members over the phone. An LEP member may exhibit the
following characteristics:
o Is quiet or does not respond to questions.
o Responds with a simple “yes” or “no,” or gives inappropriate or inconsistent
answers to your questions.
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o May have trouble communicating in English or you may have a very difficult
time understanding what he or she is frying to communicate.
o Identifies as LEP by requesting language assistance.

¢ How to offer interpreter services to an LEP member when a member does not speak
English and you are unable to discern the language. If you are unable to identify the
language spoken by the LEP member, you should request telephonic or video
interpreter services through Certified Languages International (CLI) to identify the
language needed.

¢ How to best communicate with an LEP member who speaks some English but with
whom you are having difficulty communicating. Speak slowly and clearly with the
member. Do not speak loudly or shout. Use simple words and short sentences.

¢ How fo offer interpreter services to the member. Here are a couple of recommended
ways to offer interpreter services:

o “lthink I am having frouble explaining this to you, and | really want to make
sure you understand. Would you mind if we connected with an interpreter to
help us? Which language do you prefer to speak?”

o "lam going to connect us with an interpreter. Which language do you
speak?” Call Certified Languages International for assistance.

o Ifusing Video Remote Interpreting (VRI), the member can point to the
language they speak.

e Best practice to capture language preference. For LEP members, it is a best practice
to capture the member’s preferred language and record it in the plan or provider’s
member data system. You may want to consider asking the following question:

“In order for (provider's name) to be able to communicate most effectively with you, may |
ask what is your preferred spoken and written language?

N7: Language Access Program
CenCal Health offers language line assistance and interpreter services for qualifying visits, to
assist with communication during medical services for our membership only.

Telephonic and video interpreting services are simple, available 24 hours a day, and free of
cost to providers and members. These services can assist with communication between
providers and members who do not speak the same language also known as Limited
English Proficient (LEP).

To access language services, complete the steps below:

@ Telephonic Interpreter Services

Dial the toll-free number: (800) 225-5254

Provide operator customer code: 48CEN

Indicate to operator that you are calling from CenCal Health - Providers

Request Language needed

Provide your name and phone number, provider's last name, NPI #, CenCal Health
member ID and patient name

LN —
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Video Remote Interpreting (VRI)
1. Go tothe VRI web address: cencalhp.cli-video.com

2. Enter the VRI access code: 48cencalhp

3. Enterrequired information:

o Caller’s full name
Phone number
Doctor’s last name
NPI #
Member ID #
o Patients last name
4. Select the appropriate language to connect to an interpreter via video
VRI User Guide for VRI

O
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Face-to-Face Interpreters
Face-To-Face interpreter services may be authorized by CenCal Health for members
requiring the following CenCal Health-covered services:
e Services for members who are deaf and hard of hearing (American Sign Language
(ASL)
Abuse or sexual assault issues
End of life issues/ Hospice
Complex procedures or courses of therapy
First Physical Therapy appointment and re-check appointment
First Oncology Appointment
First Orthopedic Appointments

Prior authorization via the Member Services Line at (877) 814-1861 is required for face-to-
face interpreter services requests for those Spanish-speaking members who meet the
criteria noted above. CenCal Health encourages providers to coordinate face-to-face
interpreter services at least 5 business days prior to appointment. Upon authorization of
service, the Cultural and Language Program & Resource Coordinator will schedule a
qualified interpreter for the requested date of service. For more information regarding
Language Assistance, please visit CenCal Health's website.

Reference Link:

User Guider for VRI
https://www.cencalhealth.org/~/media/files/pdfs/providers/for-providers/cultural-and-
linguistic/clivriuserguidewithbluestreatmtechsupport202003.pdfela=en

VRI Frequently Asked Questing
https://www.cencalhealth.org/~/media/files/pdfs/providers/for-providers/cultural-and-
linguistic/clivrifag?202003.pdf2la=en

VRI Minimum Requirements
https://www.cencalhealth.org/~/media/files/pdfs/providers/for-providers/cultural-and-
linguistic/cliviiminimumreguirements202003.pdf2la=en
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N8: Language Assistance

ATTENTION: If you speak another language, language assistance services, free of charge,
are available to you. Call CenCal Health Member Services at 1-877-814-1861, or if you
cannot hear or speak well (TTY/TDD: 1-833-556-2560 or CA Relay at 711).

Reference Link:

CenCal Health Language Assistance Taglines
https://www.cencalhealth.org/~/media/files/pdfs/members/mu-0004142-eng3-0321-m-ms-
hiyl-0621-es.pdf
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Language List: Video
Remote Interpreting (VRI)

CERTIFIED LANGUAGES

INTERNATIONAL

Speak any language in seconds

Availability (Pacific Standard Time)

American Sign Language (ASL) 24/7/365

Spanish 24/7/365

Arabic Monday - Friday, 5 a.m. - 7 p.m.
Bosnian Monday - Friday, 5 a.m. - 7 p.m.
Burmese Monday - Friday, 5 a.m. - 7 p.m.
Cantonese Monday - Friday, 5 a.m. - 7 p.m.
Farsi Monday - Friday, 5 a.m. - 7 p.m.
French Monday - Friday, 5 a.m. - 7 p.m.

Haitian Creole

Monday - Friday, 5 a.m. - 7 p.m.

Hmong Monday - Friday, 5 a.m. - 7 p.m.
Karen Monday - Friday, 5 a.m. - 7 p.m.
Korean Monday - Friday, 5 a.m. - 7 p.m.
Mandarin Monday - Friday, 5 a.m. - 7 p.m.
Nepali Monday - Friday, 5 a.m. - 7 p.m.
Polish Monday - Friday, 5 a.m. - 7 p.m.

Portuguese (Brazil)

Monday - Friday, 5 a.m. = 7 p.m.

Punjabi Monday - Friday, 5 a.m. - 7 p.m.
Romanian Monday - Friday, 5 a.m. - 7 p.m.
Russian Monday - Friday, 5 a.m. - 7 p.m.
Somali Monday - Friday, 5 a.m. - 7 p.m.
Swabhili Monday - Friday, 5 a.m. - 7 p.m.

Vietnamese

Monday - Friday, 5 a.m. = 7 p.m.

certifiedlanguages.com | 1.800.CALL.CLI



<&_ Interpretation Service Available

English Translation:
Point to your language. An interpreter will be called.
The interpreter is provided at no cost to you.
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Cantonese FEHEE €0 | Mandarin [ 5
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French Francais &1 | Polish Polski &)
Pointez vers votre langue et on appellera un Prosze wskazac swéj jezyk i wezwiemy
interpréte qui vous sera fourni gratuitement. tlumacza. Tlumacza zapewnimy bezplatnie.
German Deutsch %11 | Portuguese Portugués &1
Zeigen Sie auf Ihre Sprache. Ein Dolmetscher wird Indique o seu idioma. Um intérprete serd chamado.
gerufen. Der Dolmetscher ist fiir Sie kostenlos. A interpretagao é fornecida sem qualquer custo para vocé.
Hindi &t &0 | Russian Pycckuit &)
S 9 W 3FE 3R Th @ﬂﬁlﬂ] AT ST Vkaxure S3bIK, Ha KOTOPOM BBl TOBOpHTE. BaM BBI30BYT
Sqq-r[ﬁ'a 1 Yy oY R o et wd & B s R NEpPeBOIYHNKA. YCIYTH NepeBOAUMKa IPENOCTaBIAITCS OECILIaTHO.
Hmong Hmoob &1l | Spanish Espafiol &1l
Taw rau koj hom lus. Yuav hu rau ib tug neeg txhais lus. Sefiale su idioma y llamaremos a un intérprete.
Yuav muaj neeg txhais lus yam uas koj tsis tau them dab tsi. El servicio es gratuito.
Italian Italiano “&11 | Tagalog Tagalog &1
Puntare sulla propria lingua. Un interprete sara Ituro po ang inyong wika.
chiamato. Il servizio ¢ gratuito. Isang tagasalin ang ipagkakaloob nang libre sa inyo.
Japanese HAGE &1 | Thai Ty B
sl OFETFEER L TFE N, udAaEIivinuwe wansardaniasliviiy
TRTEARZ R L T nslaawlinasduarling
Khmer (Cambodian) 181 (hEt) &l | Vietnamese Tiéng Viet &1
A BBHATMANH 1 NG| gﬁuﬁﬁjmﬁj’mﬁgs Y Hiy chi vdo ngbn ngit clia quy vi. Mot thong dich vién sé duge
HRURTIMENE s EmMnm EeRes | goi d&n, quy vi s& khong phai tra tién cho thong dich vién.

Poster provided by Language Line Services ©2005¢1 800 752-6096 * www.Languageline.com < :& LOngUOge Line

Over-the-phone interpretation and document translation in more than 150 languages. ervices



CLIINSTRUCTION CARD:
OVER-THE-PHONE INTERPRETING SERVICES

s

NEED AN INTERPRETER?

1. DIAL 1-800-CALL-CLI (1-800-225-5254)

2. When the operator answers, tell them:
a. Your customer code is 48CEN
b. You are calling from CenCal Health - Providers
¢. The language you need
d. Your phone #, doctor’s last name, NPI #,

CenCal health member ID # and patient name

e. If you need a third-party dial-out

3. The operator will connect you promptly

200+ Languages
24/7/365 Service
LI ,CNE $ !LFJ E? |Lc¢ :l SLU AGES Direct Dial: 503-484-2425

. Recommendations for Using an Over-the-Phone Interpreter

For Outbound Calls:

¢ If you need to reach a Limited English Proficient (LEP) at home or need a
third-party dial-out, please first inform the CLI rep before the interpreter
is connected.

¢ Once the interpreter is connected, you can tell the interpreter who to
ask for (the LEP’s name).

¢ At this time, you can also tell the interpreter how to proceed if the call
goes to voicemail and what message to leave, if desired.

For Inbound Calls:

¢ Explain to the LEP that all info is confidential and encourage questions.
* Speak clearly.

¢ Smile and be kind; this helps the LEP feel more comfortable.

o If face-to-face and multiple people are in the room, speak one at a time.
¢ Speak freely; all CLI interpreters are sworn to confidentiality, neutrality,
and the Interpreter Code of Professional Ethics.

¢ Encourage the interpreter to clarify terms with you if necessary.
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Thank you for using CLI's video remote interpreting (VRI) solution.

Here are a few simple steps to connect with a video interpreter.

Your VRI access code:

User Guide: Video Remote Interpreting Services

Your VRI web address:

cencalhj.cli-video.com

48cencalh

L)

Make sure you are
connected to the
internet. Navigate to
your VRI web address.

Enter your access
code to sign in.

information and press
the “Submit” button.

Tips for a Successful VRI Session

- Remember: Interpreters must interpret
any and all words they hear.

. Patients and staff should not hold the
video device.

- Speak directly to the patient — not to
the interpreter.

+ Use the chat box for written instructions.
 Focus the camera on the patient only.

Position the camera angle in a way that
maintains privacy for the patient at all times.

- When extra privacy is needed, select
“Camera Off” under the video camera icon.

« In order to ensure a quality visual
connection, make sure the patient is not
backlit by a window or any other light source.

« Use the self-view screen in the lower left
corner to ensure the interpreter can see the
patient clearly; ask the interpreter to confirm
that their visual connection is clear.

- After the interpreting session ends, rate
your call to submit feedback on quality.

N

ct the language

you need to connect

to an interpreter via
video or audio.

Enter the required Sele

Upon connection, an
interpreter will appear
on the video screen or
connect via audio. Your
session will now begin.

Troubleshooting Assistance

Internal IT Support:
24/7 Bluestream Tech Support:
929-373-7005

Tips: The VRI web platform is optimized
for Chrome and Firefox (on PC devices) and
for Safari (on Apple/iOS devices).

Please refer to CLI’s VRI FAQs for more
troubleshooting assistance.
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