Language Assistance Services for HMO Patients

Starting Jan. 1, 2009, California law requires HMO health plans to provide language
assistance services to their enrollees whose proficiency in English is limited. Language
assistance services, which are available at no cost to patients and physicians, include oral
interpreter services at each patient point of contact, such as at a doctor's office or when
calling a customer service number.

Accessing an HMO Health Plan's Language Assistance Services

If an HMO patient contacts your office by phone or in person and is in need of an oral
interpreter, please help facilitate the patient's access to language assistance services by
contacting the patient's HMO health plan at the phone number listed below.
Key Medical Group Contracted Phone Number for Oral Interpreter
HMO Health Plans

Aetna Health of California 866.899.4719
Anthem Blue Cross 888.254.2721
Blue Shield 866.346.7198

Documenting Patient Refusal of Language Assistance Services

Best Practice Tip: If a patient whose English proficiency is limited refuses to access the
patient's HMO health plan's language assistance services, it is recommended that the
physician office notate the patient's refusal of the language assistance services in the
patient's medical record.

Use of Bilingual Staff as Interpreters

Best Practice Tip: To ensure access to trained healthcare interpreters, it is recommended
that practices direct patients with limited English proficiency to the HMO health plan's
free language assistance services rather than rely on their own bilingual staff. The health
plan's interpreters are trained in medical and insurance terminology in addition to being
proficient in-and culturally sensitive to-diverse ethnic and linguistic nuances. However
the law does not require a limited English proficient patient to access a health plan's
interpretation services or prevent a patient from speaking with bilingual provider staff.

Use of Family Members for Interpretation

The law does not prohibit family members from serving as interpreters for patients, but
patients need not feel dependent on using family members as interpreters. Patients can
now access their HMO health plan's language assistance services at no cost and keep
information about their healthcare private and confidential from their family or relatives.
Documenting Language Preference

Best Practice Tip: It is recommended that physicians document each patient's preferred
language in the patient's medical record.

Additional Information

HMO health plans are required to notify their enrollees of their free language assistance
services. Key Medical Group physicians may obtain additional information on language
assistance, including tips on working with interpreters and patients, by contacting the
health plan of the member at the number on the back of the insurance card.




