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Section A: What You Need to Know
Under Title VI of the Civil Rights Act of 1964, any agency, program, or activity that receives federal financial funding may 
not discriminate on the basis of race, color, or national origin. The mission of L.A. Care’s Health Education, Cultural and 
Linguistic Services Department (HECLS) is to improve patients’ health status by ensuring equal access to culturally and 
linguistically appropriate resources and health care, and by providing wellness and disease prevention programs. 

Provider Responsibilities – How Can L.A. Care Help You?

L.A. Care Health Plan provides:

• Free aids and services to patients with disabilities to communicate effectively, such as:
 { Qualified sign language interpreters
 { Written information in large print, audio, accessible electronic and other formats

• Free language services to people whose primary language is not English, such as:
 { Qualified interpreters
 { Documents translated into other languages

Below is more information on what you are required to do and the various ways that can help you better provide equal 
access to health care for all patients.

Provider Network Linguistic Capabilities
L.A. Care providers are required to have a system in place to identify the language proficiency of all practitioners and 
staff who are bilingual, and to communicate with patients in a language other than English. This includes maintaining 
documentation of staff’s bilingual qualifications on file, and updating this information at least annually.

The evidence of the language proficiency assessment must include the following:

• Employee name
• Position and department
• Spoken and written language
• Proficiency level for spoken and written language (I.C.E. Employee Language Skills Assessment Tool or any other 

language proficiency assessment results)
• Assessment date

AND one or more of the following (if any):

• Number of years of employment the individual has as an interpreter (e.g., resume)
• Certification of medical interpreters (e.g., National Board of Certification for Medical Interpreters, Certification 

Commission for Healthcare Interpreters) 
• Documentation of successful completion of education and training in interpreting ethics, conduct and confidentiality 

that are promulgated by the California Healthcare Interpreters Association or the National Council on Interpreting in 
Healthcare

• Other reasonable alternative documentation of interpreter capability

Furthermore, providers’ offices should submit updates to the Provider Network Management Department 
(ProviderRelations@lacare.org) regarding any changes. L.A. Care Health Plan (L.A. Care) monitors disclosure forms 
signed by bilingual providers and/or office staff, attesting to their fluency in languages other than English through the 
credentialing process and the facility site review process. Submission of the language capabilities of your office staff is 
important as this information is included in the L.A. Care Health Plan provider directory which is distributed to patients 
and made available online at www.lacare.org.

mailto:ProviderRelations@lacare.org
http://www.lacare.org
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Employee Language Skills Self-Assessment Tool
L.A. Care Health Plan along with Plan Partners and the I.C.E. Collaborative Team joined forces to develop an Employee 
Language Skills Self-Assessment tool that can be used to document bilingual skills of all practitioners and staff members. 

The tool serves as the first step to improving communication with a diverse patient base, and provides a basic idea of 
bilingual capabilities of staff members. 

How to Use the Self-Assessment Tool?
• Complete the enclosed survey for each member of your staff:

 { Document each language other than English spoken by your staff. 
 { Use the evaluation guidelines on the form to determine the fluency level for each language in the following areas: 
speaking, reading, and writing.

OR

• Distribute the tool to all your clinical and non-clinical employees who use their non-English language skills in the 
workplace, and ask to complete the survey. 

• Attach the qualifications of all bilingual staff to the completed survey, and keep them on file. Please refer to the list of 
qualifications in the “Provider Network Linguistic Capabilities” section.

• Once bilingual staff members are identified, they should be referred to a professional language assessment agency to 
evaluate their level of language proficiency. 

This survey will not affect your performance evaluation. It is just a way for us to improve our customer service and to make 
you part of such efforts.
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Thank you for your assistance.
The Cultural & Linguistics Collaborative of Los Angeles County

 (Modifications from the approved I.C.E. Collaborative document were made for this page only).

Approved on 06/20/2018 by the C&L Collaborative of Los Angeles

Employee Language Skills Self-Assessment Tool

Dear Physician,

The attached prescreening tool is provided as a resource to assist you in identifying employees that may be eligible for 
formal language proficiency testing. The tool is not meant to serve as an assessment for qualified medical interpreters or 
meet the California Language Assistance Program law or any other regulatory requirements.

It is important that all bilingual practitioners and their staff who speak with patients in a language other than English 
complete this form. Those who rate themselves with speaking, reading, or writing at 3 or above, should take a professional 
language assessment before using their bilingual skills with patients.

No-cost qualified interpreting services are available through patients’ health plans. This includes facetoface, telephonic, and 
American Sign Language interpreting services. To receive immediate assistance or to schedule a face-to-face interpreter, call 
the patient’s health plan.

If a patient belongs to Medi-Cal, please call the number listed next to the patient’s health plan to request a 
face-to-face interpreter:

Anthem Blue Cross  1.888.285.7801
Blue Shield of California Promise  
Health Plan (previously known as Care1st) 1.800.605.2556
Health Net  1.800.675.6110

Kaiser Permanente 1.800.464.4000
L.A. Care Health Plan  1.888.839.9909
Molina Healthcare  1.888.665.4621
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Employee Language Prescreening Tool Key

Key Spoken Language

(1) Satisfies elementary needs and minimum courtesy requirements. Able to understand and respond to 2-3 word 
entry-level questions. May require slow speech and repetition.

(2) Meets basic conversational needs. Able to understand and respond to simple questions. Can handle casual 
conversation about work, school, and family. Has difficulty with vocabulary and grammar.

(3) Able to speak the language with sufficient accuracy and vocabulary to have effective formal and informal 
conversations on most familiar topics related to health care.

(4)
Able to use the language fluently and accurately on all levels related to health care work needs. Can understand 
and participate in any conversation within the range of his/her experience with a high degree of fluency and 
precision of vocabulary. Unaffected by rate of speech.

(5)

Speaks proficiently equivalent to that of an educated native speaker. Has complete fluency in the language, 
including health care topics, such that speech in all levels is fully accepted by educated native speakers in all its 
features, including breadth of vocabulary and idioms, colloquialisms, and pertinent cultural preferences. Usually 
has received formal education in target language.

Key Reading

(1) No functional ability to read. Able to understand and read only a few key words.

(2) Limited to simple vocabulary and sentence structure.

(3) Understands conventional topics, non-technical terms and heath care terms.

(4) Understands materials that contain idioms and specialized health care terminology; understands a broad 
range of literature.

(5) Understands sophisticated materials, including those related to academic, medical and technical vocabulary.

Key Writing

(1) No functional ability to write the language and is only able to write single elementary words.

(2) Able to write simple sentences. Requires major editing.

(3) Writes on conventional and simple health care topics with few errors in spelling and structure. Requires minor editing.

(4) Writes on academic, technical, and most health care and medical topics with few errors in structure and spelling.

(5)
Writes proficiently equivalent to that of an educated native speaker/writer. Writes with idiomatic ease of 
expression and feeling for the style of language. Proficient in medical, healthcare, academic and technical 
vocabulary.

Interpretation

vs.

Translation

Interpretation: Involves spoken communication between two parties, such as 
between a patient and a pharmacist, or between a family member and doctor.

Translation: Involves very different skills from interpretation. A translator takes 
a written document in one language and changes it into a document in another 
language, preserving the tone and meaning of the original.

Source: University of Washington Medical Center



EMPLOYEE LANGUAGE PRESCREENING TOOL 
(For Clinical and Non-Clinical Employees)

This prescreening tool is intended for clinical and non-clinical employees who are bilingual and are being 
considered for formal language proficiency testing.

Employee’s Name:  ____________________________________  Department/Job Title:  _____________________________________________

Work Days: Mon / Tues/ Wed/ Thurs/ Fri/ Sat/ Sun Work Hours (Please Specify):  ________________________________________

Directions:  (1) List any/all language(s) or dialects you know. 
(2) Indicate how fluently you speak, read and/or write each language

Language
Dialect, region, 

or country
Fluency: see attached key 

(Circle)

I would like to use 
my language skills 

to speak with  
patients
(Circle)

I would like to 
use my reading 

language skills to 
communicate  
with patients

(Circle)

I would like to use 
my language skills 

to write patient 
communications

(Circle)

Speaking Reading Writing
1 2 3 4 5 1 2 3 4 5 1 2 3 4 5 Yes     No Yes     No Yes     No
1 2 3 4 5 1 2 3 4 5 1 2 3 4 5 Yes     No Yes     No Yes     No
1 2 3 4 5 1 2 3 4 5 1 2 3 4 5 Yes     No Yes     No Yes     No
1 2 3 4 5 1 2 3 4 5 1 2 3 4 5 Yes     No Yes     No Yes     No

TO BE SIGNED BY THE PERSON COMPLETING THIS FORM

I,  __________________________________________________ , attest that the information provided above is accurate.

Date: _____________________

Populations 
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Language Services Requirements
Health plans can provide no-cost qualified interpreters for their members.  
Members should call their health plan for assistance.

The federal guidance, published as Section 1557 of the Affordable Care Act, provides specific limitations on the use of 
certain individuals as interpreters as described below. The limitations include the use of: 

• Bilingual staff 
• Adults and minors that accompany a patient 

Heath plans appreciate your efforts to comply with these important regulations. Non-compliance may expose providers to 
the risk of violating consumers’ civil rights. 

If bilingual staff is used as interpreters, the following Section 1557 guidelines apply:

A qualified interpreter for an individual with limited English proficiency as defined in Section 1557 means an interpreter who 
via a remote interpreting service or an on-site appearance: 

(1) Adheres to generally accepted code of ethics for interpreters, including client confidentiality;

(2) Has demonstrated proficiency in speaking and understanding both English and at least one other spoken language; 

(3) Is able to interpret effectively, accurately, and impartially, both receptively and expressly, to and from such language(s) 
and English, using any necessary specialized vocabulary, terminology and phraseology.

Section 1557 guidelines on use of accompanying adult or minor:

Restricted use of certain persons to interpret or facilitate communication. A covered entity shall not:

(1) Require an individual with limited English proficiency to provide his or her own interpreter; 

(2) Rely on an adult accompanying an individual with limited English proficiency to interpret or facilitate 
communication, except: 

(i) In an emergency involving an imminent threat to the safety or welfare of an individual or the public where there is 
no qualified interpreter for the individual with limited English proficiency immediately available;  

(ii) Where the individual with limited English proficiency specifically requests that the accompanying adult interprets 
or facilitates communication, the accompanying adult agrees to provide such assistance, and reliance on that adult 
for such assistance is appropriate under the circumstances;

(3) Rely on a child to interpret or facilitate communication, except in an emergency involving an imminent threat to the 
safety or welfare of an individual or the public where there is no qualified interpreter for the individual with limited 
English proficiency immediately available;

(4) Rely on staff other than qualified bilingual/multilingual staff to communicate directly with individuals with limited 
English proficiency.
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Interpreting Services
L.A. Care Health Plan provides professional interpreting services, including American Sign Language (ASL),  
to limited English proficient (LEP) patients at no cost to them. Services are not limited to the threshold languages for  
Los Angeles County. 

The interpreting services include:

• Face-to-Face Interpreting Services
 { Face-to-face interpreting services are available for patients’ medical appointments in all languages and dialects, and are 
the preferred method of communication.

• 24-Hour Telephonic Interpreting Services
 { Telephonic interpreting services are available in over 200 languages 24 hours a day, 7 days a week, including holidays. 

• American Sign Language Interpreting Services (ASL) 
 { American Sign Language interpreting services are available to communicate with deaf and hard-of-hearing patients at 
their medical appointments.

• California Relay Service (CRS)
 { California Relay Service is available to communicate with patients who have a hearing or speech impairment. Both 
providers and patients can dial 711 to access CRS.

Interpreting services are available to patients at all key points of contact, including primary care physician offices and 
ancillary sites.

L.A. Care Health Plan developed an interpreting services poster to inform patients of their right to free interpreting services 
and how to properly access them. 

It is a requirement that provider sites display the poster at all key points of contact. This includes reception areas,  
waiting and exam rooms. The interpreting services poster can be ordered on the L.A. Care website:  
https://external.lacare.org/HealtheForm/

LA0368 06/18

L.A. Care Medi-Cal
1.888.839.9909

TTY 711

L.A. Care Cal Medi-Connect
1.888.522.1298 

TTY 711

L.A. Care Covered
1.855.270.2327

TTY 711

PASC-SEIU
1.844.854.7272

TTY 711

Anthem Blue Cross
1.888.285.7801

TTY 711

Blue Shield of California 
Promise Health Plan

1.800.605.2556
TTY 711

L.A. Care members can get free 
interpreting services including 
American Sign Language.

To request interpreting services, please call 
the number listed under your health plan 
on this poster.

THAI สมาชิก L.A. Care สามารถขอรับบริการล่ามฟรีรวมทังล่ามภาษามืออเมริกัน หากต้องการขอรับบริการล่าม กรุณาโทรหมายเลขทื
อยู่ใต้แผนสุขภาพของคุณบนโปสเตอร์นี้

SPANISH Los miembros de L.A. Care pueden obtener servicios de interpretación gratis, incluso en el lenguaje de señas americano. Para 
solicitar servicios de interpretación, llame al número que aparece debajo de su plan de salud en este póster.

CHINESE L.A. Care 的會員可以獲得免費口譯服務，其中包括美國手語。如欲申請口譯服務，請致電本海報中列於您醫療保

險計劃下的電話號碼。

ARMENIAN L.A. Care – ի անդամն երը կարող են ստանալ անվճար բանավոր թարգմանչական ծառայու թյու ններ, այդ թվու մ՝ 
Ամե րիկյան նշանալեզվի ծառայու թյու ններ: Բանավոր թարգմանչական ծառայու թյու ներ խնդրելու  համար խնդրու մ ենք 
զանգահարել այս հայտարարու թյան վրա Ձեր առողջապահական ծրագրի ներքև նշված համարին:

KOREAN L.A. Care 가입자에게는 미국수화를 포함한 무료 언어통역서비스가 제공됩니다. 통역 서비스를 요청하시려면 이 
포스터에기재되어 있는 귀하의 건강플랜 번호로 전화해 주십시오.

FARSI اعضای L.A. Care می توانند خدمات ترجمھ شفاھی رایگان را کھ شامل زبان اشاره آمریکایی می شود دریافت کنند. ھت درخواست برای خدمات ترجمھ 
شفاھی، با شماره ای کھ در زیر برنامھ درمانی شما در این پوستر ذکر شده تماس بگیرید.

VIETNAMESE Hội viên L.A. Care có thể sử dụng dịch vụ thông dịch miễn phí kể cả dịch vụ thông dịch Ngôn Ngữ Bằng Dấu Hiệu Hoa Kỳ. Ðể yêu 
cầu dịch vụ thông dịch, vui lòng gọi số điện thoại liệ t kê duới tên chương trình bảo hiểm sức khỏe của quý vị trên bích chươngnày.

RUSSIAN Все участники программы L.A. Care могут бесплатно получить услуги устного перевода, в том числе переводчика 
американского языка глухонемых. Для того, чтобы сделать запрос на предоставление услуг устного перевода, позвоните по 
номеру, указанному на этом постере под названием вашего плана медицинского страхования.

TAGALOG Ang mga miyembro ng L.A. Care ay maaaring mabigyan ng mga libreng serbisyo ng pagsasalin wika kasama na ang American Sign 
Language. Upang humiling ng mga Serbisyo sa pagsasalin wika, pakitawagan ang numerong nakalista sa ilalim ng iyong planong 
pangkalusugan sa poster na ito.

KHMER ស�ជិក L.A. Care  �ចទទួលេស�បកែ�បេ�យឥតគិតៃថ� រួម�ំង��ស���េមរ��ំង សំ�ប់មនុស�� គ ផង។  េដើម��ីេស�ើសុំេស� 
�របកែ�ប សូមទូរស័ព�េ�េលខ�នកត់ េ�េ��មគំេ�ងសុខ�ពរបស់អ�ក េ�េលើ��ំងេ�ស�េនះ។

ARABIC �كــن ألعضــاء L.A. Care الحصــول عــىل خدمات ترجمة فورية مجانًا، متضمنة لغة اإلشــارة األمريكية. لطلب خدمات ترجمة فورية، يُرجى االتصال بالرقم املدرج أســفل 
الخطــة الصحية يف هذا امللصق.

JAPANESE L.A. Care の会員の方は通訳サービス(アメリカ手話を含む)を無料でご利用いただけます。通訳サービスご希望の際は、このポスタ
ーの医療プラン名の下に記載されている電話番号にご連絡ください。

HINDI L.A. Care के सद� मु� म� दभुािषया सेवाएं ा� कर सकते ह� िजस म� अमेिरकी सांकेितक भाषा शािमल ह।ै दभुािषया सेवा� का अनुरोध करने के िलए, कृपया 
इस पो�र पर अपनी �ा� योजना के नीचे सूचीब� नंबर पर कॉल कर�।

HMONG Cov tswv cuab ntawm L.A. Care tuaj yeem tau txais kev pab txhais lus pub dawb suav nrog Lus Meskas Piav Tes. Xav thov kev pab txhais lus, 
thov hu rau tus nab npawb xov tooj nyob hauv daim ntawv nthuav qhia ntawm koj qhov kev npaj saib xyuas kev noj qab haus huv.

PANJABI L.A. Care ਦੇ ਸਦੱਸ ਮੁਫ਼ਤ ਦੁਭਾਸ਼ੀਆ ਸੇਵਾਵ� ਪ�ਾਪਤ ਕਰ ਸਕਦੇ ਹਨ ਿਜਸ ਿਵੱਚ ਅਮਰੀਕੀ ਸੈਨਤ ਭਾਸ਼ਾ ਸ਼ਾਮਲ ਹੈ। ਦੁਭਾਸ਼ੀਆ ਸੇਵਾਵ� ਲਈ 
ਬੇਨਤੀ ਕਰਨ ਲਈ, ਇਸ ਪੋਸਟਰ 'ਤੇ ਆਪਣੇ ਿਸਹਤ ਯੋਜਨਾ ਹੇਠ ਿਦੱਤੇ ਨੰਬਰ ਨੰੂ ਕਾਲ ਕਰੋ।

LAO ສະມາຊິ ກ L.A. Care ສາມາດຂໍ ຮັບບໍ ລິ ການແປພາສາໂດຍບໍ່ ເສຍຄ່າ ລວມທັງພາສາມື ອາເມຣິ ກັນ. ຖ້າຕ້ອງການບໍ ລິ ການແປພາສາ, ກະລຸນ
າໂທຫາເລກໝາຍທີ່ ລະບຸຢູ່ພາຍໃຕ້ແຜນສຸຂະພາບຂອງທ່ານໃນໂພສເຕີນີ ້ .

L.A. Care members can get free 
interpreting services including 
American Sign Language.

L.A. Care members can get free 
interpreting services including 
American Sign Language.

http://www.lacare.org


Page 13 of 81

Patients are mailed a Language Card which include their spoken language and the phone number to request an interpreter 
when they make a medical appointment or during their doctor visit. Ensure that your front office staff is familiar with this 
card and knows how to request an interpreter. Below is a sample of the Language Card:

Language Card
I am an L.A. Care member. 
I SPEAK SPANISH.
I have the right to a qualified interpreter 
at no cost. 

Call 1.888.839.9909 to ask for an interpreter.

Please note my spoken language and my request 
for an interpreter in my medical record.

Tarjeta de idioma
Soy miembro de L.A. Care.  
HABLO ESPAÑOL. 
Tengo derecho a un intérprete capacitado  
sin costo. 

Llame al 1.888.839.9909 para solicitar un intérprete.

Por favor, registre el idioma que hablo y mi solicitud para 
un intérprete en mi expediente médico.

FRONT BACK

Accessing Interpreting Services

Provider offices are encouraged to access L.A. Care’s face-to-face, American Sign Language, and telephonic interpreting 
services for all L.A. Care direct line of business patients. 

Face-to-Face Interpreting Services

Face-to-face interpreting services, including American Sign Language, can be obtained through L.A. Care Health Plan. If 
you need to request an interpreter on patient’s behalf, please call Member Services Department at 1.888.839.9909 when 
scheduling the next appointment but at least ten (10) business days prior to the appointment date.

Important: If there are any changes to a patient’s appointment, please call Member Services Department  
immediately at 1.888.839.9909.

Have the following patient information ready:

• Provider name
• Language needed (including American Sign Language)
• L.A. Care patient’s name and ID number
• Date of birth
• Requestor name and contact number
• Date, time, and duration of appointment
• Location of appointment (i.e. address, suite #, major cross streets)
• Type of appointment (i.e. consultation, specialist, OB/GYN, etc.)
• Purpose of appointment (i.e. well visit, medical visit, follow-up, lab, etc.)
• Contact person at appointment site
• Other special instructions (i.e. gender of interpreter, patient has disabilities, driving directions, parking, etc.)

It is important that patients have access to after-hours interpreting services. At a minimum, provider sites should ensure 
that their answering machine informs patients on how to access interpreting services.

If a patient belongs to Medi-Cal, please call the number listed next to the patient’s health plan to request a  
face-to-face interpreter:

Anthem Blue Cross: 1.888.285.7801 
Blue Shield of California Promise Health Plan 
(previously known as Care1st): 1.800.605.2556

Kaiser Permanente: 1.800.464.4000
L.A. Care Health Plan: 1.888.839.9909
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Required Documentation
It is necessary to document the following patient’s information in their medical chart:
• Patient’s preferred spoken and written language
• Patient’s request for an interpreter
• Patient’s refusal of an interpreter, and

 { Patient’s request to use family or friends to interpreter for them
(after being informed of their right to a free interpreter)

Use the below methods to document patients’ request or refusal of interpreting services:
• Intake form/registration
• Stamp
• Medical chart (use of colored labels)
• Request/refusal form
L.A. Care has several forms in place that can be used by your office. Please go on the L.A. Care website to download them:
www.lacare.org/providers/resources/downloadableforms.

24-Hour Telephonic Interpreting Services
Telephonic interpreting services are available in over 200 languages 24 hours a day, 7 days a week, including holidays, and
can serve as a back-up for face-to-face interpreting.

To access telephonic interpreting services, please call the appropriate number:

• Providers (Practitioners): 1.855.322.4034
• Participating Physician Groups (PPGs): 1.855.322.4022
L.A. Care has wallet-sized telephonic interpreting cards for providers to keep on hand. Providers can dial the indicated
number at any time to request an over-the-phone interpreter by providing the above information.

www.LanguageLine.com

Practitioner 
To access a telephonic interpreter:
1. Dial: 1-855-322-4034
2. Press: 1 for Spanish

2 for Other Languages
3 for Operator

3. Provide: Physician’s NPI and Member ID
• Document the interpreter name and ID # for reference. 
• Brief the interpreter and give any special instructions.

To request your copy of the telephonic interpreting card, email us at CulturalandLinguisticServices@lacare.org

or call at 1.213.694.1250 ext. 4523. Please have the following information ready in order to receive these services:
• Language needed
• L.A. Care member ID number
• Physician’s NPI (practitioner) OR Name of IPA (PPG)

Assistance for The Deaf and Hard of Hearing
L.A. Care Health Plan ensures equal access to health care services for patients with hearing, speech and visual loss through
the coordination of interpreting services and the provision of auxiliary aids during business-hours, after-hours, and in
emergency situations. This includes:

American Sign Language Interpreting Services (ASL)
• L.A. Care Health Plan provides ASL services at no cost to patients. Simply call Member Services Department

at 1.888.8399.909 and follow the directions listed in the FacetoFace Interpreting Services section of this tool kit.

California Relay Service (CRS)
• The California Relay Service allows to communicate with patients who have a hearing or speech impairment through a

relay operator by calling 711.
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Translation Services
Quality translations provide limited English proficient (LEP) patients with equal access to health information and help 
providers deliver better health care to improve health outcomes. L.A. Care routinely sends written member informing 
materials in patient’s preferred language and/or alternative format.

Materials in Threshold Languages 
Patient materials are available in the below threshold languages depending on the line of business. Threshold languages are 
the primary languages spoken by LEP population. 

• The Threshold Languages for Medi-Cal Managed Care and Cal MediConnect in Los Angeles County are determined by 
the Department of Health Care Services (DHCS) and were released in Medi-Cal Managed Care All Plan Letter 17-011. 
The numeric threshold as defined by the DHCS is 3,000 or five percent (5%), whichever is lower, of mandatory Medi-
Cal beneficiaries residing in the service area who speak a language other than English. 

• The Threshold Languages for L.A. Care Covered and Personal Assistance Services Council and Service Employees 
International Union (PASC-SEIU) are determined by the Department of Managed Health Care (DMHC). The numeric 
threshold as defined by the DMHC is 3,000 or five percent (5%), whichever is lower, of enrollees who speak a language 
other than English. 

The table of the threshold languages by line of business.

Medi-Cal Cal MediConnect L.A. Care Covered* PASC-SEIU

English
Spanish
Arabic

Armenian
Chinese

Farsi
Khmer
Korean
Russian
Tagalog

Vietnamese

English
Spanish
Arabic

Armenian
Chinese

Farsi
Khmer
Korean
Russian
Tagalog

Vietnamese

English
Spanish

English
Spanish

Armenian
Chinese
Korean
Russian

*Includes L.A. Care Covered and L.A. Care Covered Direct

Types of materials available to patients include but are not limited to: 

• evidence of coverage
• grievance forms
• notice of action letters (i.e., denial, modification, deferral, and termination)
• health education materials
• health plan information and 
• other patient informing materials

Materials in nonthreshold languages are available upon request. 

Materials in Alternative Formats
L.A. Care provides written documents in other formats, such as:
• Large print - 18pt font (all threshold languages)
• Audio (English and Spanish)
Braille can be made available upon request. Some L.A. Care materials are available on the L.A. Care website 
(www.lacare.org) in a text-only format with the ability to adjust the font size. 

To request information in another language or format, please call L.A. Care’s Member Services  
Department at 1.888.839.9909.
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Referrals to Community Services 
L.A. Care Health Plan maintains a closed-loop system to refer and coordinate culturally and linguistically appropriate 
community services for direct line of business patients. Extending beyond direct health care services, Health Education 
Cultural & Linguistics Services (HECLS) Department assists patients and providers in coordinating the appropriate service 
using online databases, such as https://www.auntbertha.com.

Health education, cultural and linguistic services referrals have never been easier! Just follow these three easy steps:

1. Go onto the L.A. Care Health Plan website and access the Health Education Provider Resources: 
www.lacare.org/providers/provider-resources/health-education-tools. 

2. Click on the “Refer L.A. Care members to free Health Education, Cultural and Linguistic Services” link to open up the  
HECLS Referral Form.

3. Complete and fax a hard copy of the HECLS Referral form to the HECLS Department. The fax information is on the form.

Class topics and services are provided by phone and in-person – please limit up to 3 topics. 
The health education topics include:

Weight Management/Nutrition-Related Topics (MD, PA, 
PA-C, FNP, NP, DP signature required except for Diabetes) Wellness and Health Education Topics

 � Diabetes: Type 1 
 � Type 2 
 � Gestational 

 � Arthritis

 � Gastrointestinal Disorders  � Asthma

 � Hypertension 
 � High Cholesterol 
 � Hyperlipidemia

 � Chronic Disease  
Self-Management Program

 � Kidney Disease  � Cold and Flu Prevention

 � Prediabetes (A1C between 5.7-6.4%)  � COPD

 � Weight: Pediatric Underweight (BMI less than 5th%)  � Cultural Resources

 � Weight: Pediatric Overweight (BMI 85th – 95th%)  � Living Well With a Disability

 � Weight: Pediatric Obesity (BMI greater than 95th%)  � Health Care Navigation

 � Weight: Adult Underweight (BMI < 18.5)  � Medication Management

 � Weight: Adult Overweight (BMI 25-29.9)  � Physical Activity

 � Weight: Adult Obesity (BMI 30+)  � Stress and Anxiety Management

 � Other (please specify in instructions/comments below)  � Tobacco Cessation

 � Other

The cultural & linguistic topics include:

• Cultural Competency (including C&L requirements)
• Disability Sensitivity
• Communicating Through Healthcare Interpreters  

(Available only for L.A. Care Network Physicians)
You can schedule classroom training sessions or access the online CME course by emailing us at CLStrainings@lacare.org.

http://www.lacare.org
http://www.lacare.org/providers/provider-resources/health-education-tools
mailto:CLStrainings@lacare.org
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Cultural Competency Training
Providers and office staff are encouraged to participate in the cultural competency training. Providers serving the 
Cal MediConnect patients are required to complete this training annually. 

The following trainings are available through L.A. Care: 

• Cultural Competency
1 hour, classroom or online (https://lacareuniversity.torchlms.com) This course is for providers, front and back office staff.
Learn how to provide care more effectively to culturally diverse patients. This course explores cultural awareness,
communication style, and examines the skills and steps to achieve cultural competency as well as language assistance
services and the importance of using qualified interpreters.

• Communicating through Healthcare Interpreters
2 hours, online This CME course is for network physicians. Learn how to reduce doctor-patient language barriers and
work effectively with in-person and telephonic interpreters. The first 25 physicians to register and complete the course
will receive a $100 stipend.

• Disability Sensitivity:
1 hour, classroom or online This course is for providers, front and back office staff. Learn how to meet the unique needs
of seniors and people with disabilities and ensure equal access to health care. This course explores“People First” language
and examines accommodations to assist them.

To receive information about upcoming trainings or to schedule an on-site training session, check the L.A. Care website: 
lacare.org, or contact L.A. Care’s Cultural & Linguistic Services Unit at CLStrainings@lacare.org.

Complaints and Grievances
Patients have the right to file a complaint when their cultural or linguistic needs are not met. Provider offices must have a 
process in place allowing patients to submit such a complaint. They should also inform patients on the reasons why they 
may file a complaint and the ways they can do it, should patients request it.

Patients may file a complaint in the following cases:

• They feel that they were denied services because they do not speak English.
• They cannot get an interpreter.
• They have a complaint about the interpreter.
• They cannot get information in their language or format.
• Their cultural needs are not met.

There are four ways for a patient to file a complaint. Patients can:

• Call Member Services Department at 1.888.839.9909 (TTY 711)
• File Online at www.lacare.org/members/member-rights/file-complaint/online-grievance-form
• Write to: L.A. Care Health Plan

Member Services Department
West 7th Street
Los Angeles, CA 90017

• Send a Fax to 1.213.438.5748

To receive additional information about the above services or resources, please contact Cultural & Linguistic Services 
Unit at 1.213.694.1250 ext. 4523 or email CulturalandLinguisticServices@lacare.org.

https://lacareuniversity.torchlms.com
http://www.lacare.org
mailto:CLStrainings@lacare.org
http://www.lacare.org
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