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Logistics

* This presentation is being recorded and will be available for viewing on the DMAS website at a later time.

* Add your name, job title and organization you represent in the chat
* Remote Conference Captioning (RCC) available through Virginia Relay. Find link in the Agenda and chat

* American Sign Language Interpreters (ASL) available through the Virginia Department for the Deaf and Hard
of Hearing (VDDHH)

* To Pin the ASL: Click on the ASL video feed and then select the three-dots menu icon on the feed. A drop-down menu
appears. Select Pin for me.

* If you experience technical difficulties during this call, e-mail: civilrightscoordinator@dmas.virginia.gov

* If you have questions, please enter them in the chat and we will address them at the end of this
presentation as time allows
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Today’s Agenda

1:00 P.M. — 1:05 P.M. Welcome and Introductions

1:05 P.M. - 1:10 P.M. Opening Keynote - Craig C. Markva, Legislative Liaison | Office of the Secretary of Health
and Human Resources

1:10 P.M. - 1:30 P.M. Presentation — Translations, Taglines, and Implementation | Montserrat Serra, DMAS

Civil Rights Coordinator

1:30 P.M. - 2:45 P.M. Panel Discussion —
e Guadalupe Lucero, Language Access Specialist | Department of Behavioral Health
and Developmental Services
e Zowee Aquino, Policy and Communications Team Lead | Hamkae Center
e Ana Trigueros-Merritt, Translation & Interpretation Manager| Virginia Department

of Health
2:45 P.M. — 2:55 P.M. Q&A and Public Comments
2:55 P.M. - 3:00 P.M. Closing
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Opening Keynote

Craig C. Markva
Legislative Liaison

Office of the Secretary of Health and Human Resources
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Presentation
Translations, Taglines, and
Implementation

By Montserrat Serra, DMAS Civil Rights Coordinator




Presentation Overview

* Language and Disability Access Services Requirements

* DMAS' Approach to Language Access
* Increasing Trend of Non-English Languages
* System-Generated Notices in Non-English Languages
* Ad-Hoc Translations at DMAS
* Behind the Scenes of Translation Implementation at DMAS

* Translation Example — Outreach Materials

* Language Taglines
e Definition and Purpose
* Language Taglines Requirements in Healthcare
* Examples of Where Language Taglines May Be Used
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Language and Disability Access Services Requirements

Title VI of the Civil
Rights
Act of 1964

Prohibits discrimination
on the basis of race,
color and national origin

} CardinalCare

Virginia's Medicaid Program

Executive Order
13166

Recipients of federal
funding must take
reasonable steps to
provide access to LEP
populations.

ADA Title Il

Regulations require state

and local government to
provide appropriate
auxiliary aids and services
where necessary to ensure
effective communication
with individuals with
disabilities

Affordable Care Act
Section 1557

Covered entities shall take
reasonable steps to
ensure meaningful access
to its programs or
activities by limited
English proficient
individuals. 45 CFR 92.101




Increasing Trend of Non-English Languages

VIRGINIA MEDICAID
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Non English Speakers
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Source: Census Bureau American Community Survey ACS 5-Year Estimates.
B16001LANGUAGE SPOKEN AT HOME BY ABILITY TO SPEAK ENGLISH FOR THE
POPULATION 5 YEARS AND OVER
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System-Generated Notices in Non-English Languages

VIRGINIA MEDICAID YEAR 2023 COUNT

120,000 112,684 Sample of a Medicaid Notice in Arabic
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Ad-Hoc Translations at DMAS
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Behind the Scenes of Translation Implementation at DMAS

PLEASE DO NOT REMOVE THIS PAGE; IT MUST BE USED IN THE RETURN ENVELOPE TO MAIL THE

It is Time to Renew Your Health

COMPLETED FORM BACK TO US.

Commonwealth of Virginia
Questions? Call: 855-242-8282

Coverage from Virginia Medicaid.

Charlottesville City (540)

120 SEVENTH STREET, NE
Charlottesville, VA 22902

Charlottesville, VA 22902

Letter Date: December 12, 2023
Response Due: January 11, 2024
Case Number: 114524290

Case Worker Name: U. TESTER
Worker User 1D: xxx009

| Please complete |
your renewal by
\ January 11, 2024

It is time to renew your Medical Assistance ¢ ge for treati of breast and
cervical cancer treatment. You may lose coverage if renewal is not completed.

bir-in

ways:
0 By Mail or Fax:

Cover Virginia

PO Box 1820
RICHMOND, VA 23218
Fax: (888) 221-9402

Case Number: 114524290
Client ID: 2106628632

How to complete this renewal form:

Renew your Medicaid in any one of these

Please read all the information. If any information has
changed, print the right information. Please sign and date
the form.

Page 3 Section 3 is the certification that the woman
continues to receive treatment for breast or cervical
cancer.

This certification must be signed by the recipient’s
medical provider or the recipient must provide a written
statement from her medical provider verifying continued
treatment for breast or cervical cancer.

If you have questions or concerns you may call Cover
Virginia at 1-855-242-8282 (TTY: 1-888-221-1590) or call
your local department of social services case worker
<LDSS phone (999)999-9999> .

Case #: 114524290

You can get this letter in another language, in large print, or in another way that's best for X
you. Call us at 1-855-242-8282 (TTY: 1-888-221-1590).

Page1of4 Correspondence #: 715733026

CardinalCare
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# | English Spanish Lyl S X '\.):’“.‘)_’ ilaglen olat o S o)
Please read all the information. If any Por favor lea toda la informacion. Si alguna el a Kol SO0 pilagha i 8 o
information has changed, print the right informacion ha cambiado, escriba la e
information. Please sign and date informacién correcta. Por favor firme y feche BSENF IR IY FETE S
the form. la forma.

S oS et Sl o) 3 38 3 amiia

Page 3 Section 3 is the certification that the Pagina 3 Seccion 3 es la certificacion de que la 158 z3e € il Kl b Sea ol @0

woman continues to receive treatment for mujer continta recibiendo tratamiento para el =D

breast or cervical cancer. cancer de seno o cervical. -

. . I é-’-—-sa-‘};*‘éﬂ—*-sd)-d:wo—*‘duww

This certification must be signed by the Esta certificacion debe estar firmada por el o

reupmnt’s medxca! provider or the recipient proveedor médico del beﬁef1C|ar|o oel ) = A A Ko r“_\ PR é X

must provide a written statement from her beneficiario debe proporcionar una declaracion | Se

) . o - it ) —.)5.)‘:: ‘:'a):.)»l.:/_—'.)s._’:‘—ﬂ._é:

medical provider verifying continued escrita de su proveedor médico que verifique la R

o 3 .z " < '/—.‘J‘A

treatment for breast or cervical cancer. continuacion del tratamiento para el cancer de =

.

seno o cervica Sl oSl 5 op et -ﬂ—£‘;—-é~—l‘ R

If you have questions or concerns you may call | Si tiene preguntas o inquietudes, puede llamar 2 1-855-242-8282 (TT 1‘888 -221- 15905)
Cover Virginia at 1-855-242-8282 (TTY: 1-888- | a Cubre Virginia al 1-855-242-8282 (TTY: 1-888- oz (ealew nfas odia Hl b op B S

221-1590) or call your local department of 221-1590) o llamar al trabajador social del o ,_-&_.. LIS JS Sos S S

1 | social services case worker departamento local de servicios sociales. St '—x- L 5 il -é-—l’_; e
COMMONWEALTH OF VIRGINIA ESTADO DE VIRGINIA s g e u_,_ ol

2 | DEPARTMENT OF SOCIAL SERVICES DEPARTAMENTO DE SERVICIOS SOCIALES ISTCCALS ,)\; o3 ales S 5 5 P o2& Y
Breast and Cervical Cancer Prevention and Redeterminacion de Medicaid de la Ley de (BCCPTA) paniis Ly S IS5,
Treatment Act (BCCPTA) Medicaid Tratamiento y Prevencion de Cancer Cervical y S Qi S s diga

3 | Redetermination de Seno (BCCPTA, por sus siglas en inglés) oS S -i

4 | AGENCY USE ONLY PARA USO EXCLUSIVO DE LA AGENCIA e ’_"”“S"‘"“

S | DATE RECEIVED: FECHA DE RECIBIMIENTO: = — —=

6 | CASE NAME/NUMBER: NOMBRE/NUMERO DE CASO: i

7 | LOCALITY: LOCALIDAD: Sos

8 | WORKER TRABAJADOR: AL S clagla ]

S | 1. IDENTIFYING INFORMATION 1. INFORMACION DE IDENTIFICACION -l Al

10 | LAST NAME: APELLIDO: - S

11 | FIRST NAME: PRIMER NOMBRE: MI:

12 | MI: INICIAL DEL SEGUNDO NOMBRE: . = -

- i (5 Srs JS g

13 | SOCIAL SECURITY NUMBER: NUMERO DEL SEGURO SOCIAL: <3

- 1S 8

14 | Home address Direccidn del hogar — =

15 | Mailing addrecc NirarciAn Dactal 1S S




Translation Example — Outreach Materials

English Spanish Ambharic

Pm.S 047 AAPEPT

Health Coverage for Adults Cobertura de salud para Adultos

Nk LU0 712

* ARULPFD- N19-64 QU SACKIE 1POPT

* AMedicare 14: ACLAT® DRI 134 ALLNT

o P POECERT URAT HAAL* (WL (A0
+TC L)

Who is Eligible?

« Virginia residents, ages 19 to 64

* Not already in or eligible for Medicare

* Must meet income requirements*
(vary by household size)

&Quién califica?

* Los residentes de Virginia de 19 a 64 afios

* No afiliados o que no califican para Medicare

« Deben cumplir con los requisitos de ingresos*
(varian segun el tamafio del hogar)

AN RTC

Household Yearly  Monthly $20,783
n Soaes | oiaas Tamafio del hogar _ Anual _Mensual 428208 |
2 $28208 | 2351 | 1 $20783 _ $1,732 3 $35,632
3 35,632 | 52,970 2 $28,208 | $2,351 | 4 $43,056
4 $43l056 53'538 | 3 $35,632 $2,970 5 $50,481
5 50481 | $4,207 4 543,056 | $3,588 | g 52;?2: s
= z 5 50,481 4,207 a "
6 $57,905 | $4,826 | 2 257' R J 5 TSRS SAANFIF Q04 o
7 65,330 5,445 i : 0 i 12 (0 £ NH0AAT
8 271 754 25 063 | Applications are accepted 7 $65330  $5,445 um4  Se aceptan solicitudes TG 00 gIAN | 57,425 619
2 ! | 8 $72 754 ss 063 ] d t t d I = hEW 172024 1ER7Y POL S % NI PrRCEmPd
Additional personadd|  $7,425 $619 year-round! . 3 Z urante todo el ano® Pt WG AS 15T 041 002 mPA 70, AL PHooiCE:
Agregar persona adicional | $7,425 $619

Figures effective January 17, 2024. Includes 5% stondard disregard.
Based on gross income which is your income before taxes and deductions.

Cifras vigentes a partir del 17 de enero del 2024. Incluye 5% de exclusion estandar.

Basado en el ingreso bruto, el cual es su ingreso antes de impuestos y deducciones.

Vietnamese

Arabic Urdu
TS il o S gall
Sa il 0sS ‘-“ cd: ;,if cirkgiién:‘:m& tir 19 dén 64

0k § Jls 64 o 19 yo § o7 coidly & Lims

Gle64 119 o paslac TV ool by 08 ¢ : A e * Chuatham gia hodc du diéu kién nhan Medicare
Medicare zola) ploaidl Jaa f Jadll ks coud * -0 06 b ol e Aok gy aw dep « Phai dap (g cac yéu cau vé thu nhap* (thay ddi

* Jsdl Sldbie @y Of oo

o 6)5&,‘?5‘)}4.}50‘35;& Sl - tily theo quy md ho gia dinh)
(B9 pn> (hlise

bl &l
e Bl & e 5beS) Quy mé ho giadinh  Hang ndm  Hang thang

8l o> Al 65 1 $20,783 51,732
$1,732 $20,783 1 $20,783 1 2 | $28208 | $2351
$2,351 | $28,208 2 $28,208 | 2 3 $35,632 $2,970
$2,970 | $35632 3 $35,632 3 ) | $43056 | $3588
$3,588 | $43,056 4 $43,056 | 4 5 $50,481 | 54,207
$4,207 | $50,481 5 $50,481 5 6 $57,005 | $4,826
$57,905 6 $57,905 | 6 7 [ 265,330 I :5,445
5 8 72,754 6,063 eI &b nha
65,330 7 3 L $65,330 7 3 f Bon ding ky dwgc chdp nhan
272 754 8 S U3 5o Sl il g3 D $72,754 | 8 Thém ngudi khac $7,425 $619 quanh n3m!
. Aol it DL low 3 $7,425 Lo gt 3Ll S61iéu c6 hiu Ic tir ngéy 17 théng 1 ném 2024. Bao gom
57,425 Sty R = N oS J 5% khéng tinh véo tiéu chuGn. Dya trén téng thu nhap 16
il (53 2024 23 17 n e By 051 ol e IS Solone 5 - Jasll 6 o 2024 gir 17 ek 5 Sl thu nhap cia ban trude thué va cdc khodn khdu trr
lagaily Ll D el a3 ) Jla] e 2 T G o dep e 0555 331 0255 S 55y 3 § Gl Fymre
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https://coverva.dmas.virginia.gov/partners/materials/

Language Taglines — Definition and Purpose

e Short statements that
communicate the availability of
language services in multiple
languages

* To ensure accessibility and
inclusivity by notifying users
about language options

CardinalCare

Virginia's Medicaid Program

Language Tagline Sample

English: Get help in your lanquage. This letter has important information about your
Virginia Medicaid appeal. You have the right to get this letter for free in your
language, in large print, or in another way that is best for you.

Call us at 804-371-8488 (TTY: 1-800-828-1120).

Spanish: Obtenga ayuda en su idioma. Esta
carta contiene informacién importante sobre
su apelacidn contra Medicaid de Virginia
Usted tiene derecho a recibir esta carta de
manera gratuita, en su propio idioma, en
letra grande o de otra manera que sea mejor
para usted. Lldmenos al 804-371-8488

(TTY: 1-800-828-1120).

Korean: M= E =88 242 0] EME
HT|LIO OHO|E T2 1B(HASS
CIREIHE) MEN EL20| DL 23
MyE oy olal [ 2 2R A4S 2]
B4 E GEET 71T UL W2 BHE
SE2 HopE A = I 1T} 304-371-8488
(E8SfErO|=: 1-800-828-1120) 22

o FEAR.

Vietnamese: Bugc trg gidp bing ngdn ngir
clia quy i Thunaychua théng tin quan
trong vé khang cao Virginia Virginia cla quy
vi. Quy vi c& quyEn nhén dugc thu ndy mien
phi bang ngdn ngir cia minh, dudi dang bén
in chirldn hodc theo mét cach khac phia hop
nhét véi quy vi. Xin goi cho chdng téi theo 58
804-371-8488 (TTY: 1-800-828-1120).

1, fi
1-800-828-1120) B

L]
£04-371-3488 iR
BRI
Tagalog: Humingi ng tulong sa iyong wika.
Ang liham na ito ay may mahalagang
impormasyon tungkol sa iyong apela sa
Medicaid. May karapatan kang makuha
ang liham na ito nang libre sa iyong wika,
sa large print, o sa iba pang paraan na
pinakamahusay para sa iyo. Tawagan kami
sa 804-371-8488 (TTY: 1-800-828-1120).

el i (g gnme ikl far ) Cladas e e Arabic
e Wi b el Lol dladlbnn o> dage Silagles e
ol L e g ‘% I Elals [Virginia Medicaid)
i J_._.L<),.1 b 3l gl an 2 L:,J”,Tumu_._b
53 s b Jlal gmpd 8l

gl iyl B04-371-B488

{1-800-828-1120

Virginia § o1 gus b5 ol - 0,8 Lol 30 s 0k 9l Urdu
i b 55 o Slaglee anl o 20l 5 Lyl Medicaid
&6 355 ol o b pgl S i n_»uxa na L;.ug,u e
ey A

‘EJ: 804-371-3488
tTlY 1-800-828-1120).

Hindi: 3TFT 5791 2 TEM0aT 90 4| 58 99 7 7196
aiitear AfETEs 3rhe & Tefg Seca el SIS 51
HITEHT TF AEN § TR AT 5T O T ATTH 0T, 78
THie 3, I e 3170 99 1 3t 3T o A g, T
T | 5

B04-371-BABE T &I I

(TTY: 1-800-828-1120).

talips ega Siledlol (Gpla dals L,Jl _u.S._au ;._'m._,_;P Sl 4y Farsl

B04-371-8488 -
(1-800-828- 1120 dmLu]

Bengali: SI*HIE ©METE WHTS] g $P4|4%
fEf3te WM& Virginia Medicaid(STei=31
EFe)aR WA TF aFg-f o9 TR
e Ty 43 GG wreme e,  ©
WS 36 91 WIE W AEe Y S
T (Ao AP S SiaeR aume)
804-371-8488 (TTY: 1-800-828-1120)4% A
HAE 9 S




Language Taglines Requirements — Healthcare Setting

Regulation & CFR Description

45 CFR § 92.8
Section 1557 of the Affordable = Requires taglines in top 15 languages for health programs to ensure non-
Care Act (ACA) discrimination and enhance accessibility.
Mandates that managed care organizations provide taglines in prevalent languages
42 CFR § 438.10 to aid understanding of critical health information for LEP individuals.
States must provide Medicaid communications with taglines in prevalent non-
42 CFR § 435.905(b)(3) English languages.

Ensures CHIP-related information includes taglines in prevalent non-English
42 CFR § 457.110 languages to maintain accessibility.

Changes to ACA Section 1557 Reduces language taglines requirements. (2020)

Reincorporates the mandate of the inclusion of language taglines in the top 15
Changes to ACA Section 1557 spoken languages in the State. (2024)

} CardinalCare

Virginia's Medicaid Program



Examples of Where Language Taglines May Be Used

T
e

i’ Marketing Materials




Key Take Aways

* Importance of adhering to legal mandates for language and disability
access services

* Importance of providing language services to ensure accessibility and
inclusivity

* Importance of public awareness of available language services
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Panel Discussion:

Translations, Language Taglines and Strategies for Identifying
Frequently Used Languages

* Virginia Department of Behavioral Health and Developmental Services (DBHDS)

Guadalupe Lucero, Language Access Specialist | guadalupe.lucero@dbhds.virginia.gov
* Hamkae Center

Zowee Aquino, Policy and Communications Team Lead | zaguino@hamkaecenter.org
* Virginia Department of Health (VDH)

Ana Trigueros-Merritt, Translation & Interpretation Manager | ana.trigueros-merritt@vdh.virginia.gov

DMAS
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Panelists Questions

1. Please describe your role and the services your agency provides to
the community.




Panelists Questions

2. What strategies have you found most effective in identifying
frequently used languages within your area of service?




Panelists Questions

3. How does your agency inform the public of available language
services?




Panelists Questions

4. Does your agency have an internal process to handle translation
requests? Can you provide insights into the steps involved in the
translation process, from request submission to final delivery? How do
you ensure translation accuracy? What languages do you usually

translate into?




Language Access HUB -

LANGUAGE ACCESS PLAN Translation
& LANGUAGE SERVICES

Language

Reading/writing in another language

Access Hub

[ ]
*Translation, Interpretation, ’ :
American 5ign Language (ASL) —

Glossary

Words/terms relating to language services

iﬂ
Translation Library

A centralized place for all accurately translated documents

} CardinalCare

VDH

)

Interpretation

Speaking another language

Resources

Links to various supporting websites

FAQs

Answers to commonly asked questions

€3

American Sign Language (ASL)

Communicating with deaf/hard-of-hearing individuals

ig
Training Opportunities

Coming soon!

Contact Us

Talk to us!

// VIRGINIA
DEPARTMENT
OF HEALTH

Virginia's Medicaid Program



Translation Workflow - VDH
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Panelists Questions

5. Could you discuss any challenges or barriers your agency has faced in
providing translation services, and how you've overcome them?




Panelists Questions

6. What would be your advice to an agency that doesn’t have a current
process in place to handle translations? What would you recommend

they start with?
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Q&A and Public Comments

Questions and comments will be addressed during today’s event as
time allows.

* Type your question on the chat, or

* Email your question to
civilrightscoordinator@dmas.virginia.gov

Unaddressed questions will be published on the DMAS website

DMAS


https://www.dmas.virginia.gov/for-members/forum-on-language-and-disability-access/
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Closing Remarks and Resources

Title VI Guidance for Recipients

ADA Requirements: Effective Communication

Section 1557 of the Affordable Care Act (ACA)- Final Rule Fact Sheet

Section 504 of the Rehabilitation Act of 1973 — Final Rule Fact Sheet



http://www.lep.gov/title-vi-guidance-for-recipients
https://www.ada.gov/resources/effective-communication/
https://www.hhs.gov/civil-rights/for-individuals/section-1557/1557-fact-sheet/index.html
https://www.hhs.gov/civil-rights/for-individuals/disability/section-504-rehabilitation-act-of-1973/part-84-final-rule-fact-sheet/index.html
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