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Discussion points 
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We communicate in all kinds of ways, all 
day, every day. • Direct meetings and conversations 

• Our dress, body language, and 

greetings 

• Telephone, e-mail, memos, and 

letters 

• Brochures (ours and others we share 

with individuals we serve) 

• How we interpret plans, orders, 

directions, or decisions 

• Information on websites  

• Referrals to or from other services 

• Navigation around facilities 
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Model adapted from the US Health Resources and Services Administration 

Unified Communication Approach 
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LITERACY  
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Why Learn About Literacy? 
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Why Learn About Literacy? 



Why Learn About Literacy? 



Think… 
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fo tsud dna nworb-der 
edixo selcitrap. 



Cleaning — To assure high 

performance, periodically 

clean the tape heads and 

capstan whenever you 

notice an accumulation of 

dust and red-brown oxide 

particles. 
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Use Plain, Noncomplex Language 

Problem Word? Consider Using… 

Cognitive Learning/thinking 

Adequate Enough 

Excessive Too much 

Routinely Often 

Condition How you feel 

Oral By mouth 

Avoid Stay away from 

Option Choice 

Collaborate Work together 
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Ventura County Great American 

Smoke out Loteria  



Create a Shame-Free Environment 
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CULTURAL RELEVANCE  
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Understanding other cultures is great but…. 







COMPARTMENTALIZED 

Culture can be…. 

THICK 

THIN 

Rethinking Culture 



Key Points on Culture 

 

 Dynamic 

web of 

meaning 



1. Proactively 
work to 

eliminate 
inequities in 
your practice 

2. Recognize 
the lifelong 
commitment  

3. Commit to 
equal quality 
and fairness 

for every 
family 
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Awareness of  internalized beliefs, values, 
norms, and biases. 

Understanding how ethnocentrism 
influences our interactions 

Understanding how culture impacts  
behaviors around health, illness, and health 
seeking practices 

Awareness of demographic changes and 
implications to your services 

Awareness of cross cultural variation in 
verbal and non-verbal communication 
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LANGUAGE ACCESS AND ENGLISH LANGUAGE 
LEARNERS 
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What is Linguistic Competence? 

National Center for Cultural Competence 

The capacity of an organization 

and staff to communicate 

effectively, and convey information 

in a way that is easily understood 

by diverse audiences This includes 

individuals with limited English 

proficiency, those who have health 

literacy or literacy barriers and 

individuals with disabilities. 



WHY LANGUAGE SERVICES? 
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It’s not just a “nice” thing 

to do, It’s important for 

Educated and healthy 

communities 

• Can help lead to 

positive outcomes 

• Better use of the system 

• Fairer outcomes 

• Quicker resolution 

• Stronger relationships 

• Poor communication can 

encourage negative 

outcomes 

• Misunderstandings of 

what is needed 

• Individual difficulty in 

following instructions 

• Understanding of plans 

and, ultimately, both 

the actual and 

perceived fairness 
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Organizations are required to take reasonable 

steps to  ensure meaningful access to their 

programs and activities by English Language 

Learners.  
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It’s important for Compliance 



Federal law requires programs that educate 

children with limited English proficiency to be: 

 

1. based on a sound educational theory; 

2. adequately supported, with adequate and 

effective staff and resources, so that the 

program has a realistic chance of success; and 

3. periodically evaluated and, if necessary, 

revised. 

www2.ed.gov/about/offices/list/ocr/qa-ell.html 
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It’s important for Compliance 



Moving from a state of bliss 

31 THIS IS NOT LANGUAGE ACCESS 

“Between my 

broken Spanish 

and her broken 

English…we got 

by…” 
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• 52% Omission 
 
• 16% False 

Fluency  
 

• 13% 
Substitution 
 

• 10% 
Editorializaiton 

 
• 8%   Addition 

Source: Errors in Medical Interpretation and Their Potential Clinical Consequences in Pediatric Encounters. Flores, et al, Pediatrics 2003 

It’s important for Quality 

Untrained Interpreters 



Trained interpreters: 
 

• Accurately interpreted most  

(74%) of the conversation 

(Range: 47%-98%) 

 

• Had higher accuracy during non-
technical portions of the discussion in 
comparison with the technical portions. 
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Danielle E Rose, Diana M Tisnado, Jennifer L Malin, May L Tao, Melinda A Maggard, John Adams, Patricia A Ganz, Katherine L Kahn. 2010. 

It’s important for Quality 



Moving from a state of bliss 
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Children as Interpreters 
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It’s important for Quality 

C:/Users/bix03567/Videos/Childhood in Translation Fifth Grade Interpreter.mp4


Moving from a State of Bliss 
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WHAT CAN YOU DO? 
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Ability to assess 
consumer’s 

language skills 
and their ability 
to communicate 

fully with the 
service providers 

Ability to 
realistically 
assess our 

own 
language 

proficiency 

Ability to use 
interpreters 
effectively 
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What can you do? 

Speak in 

relatively 

short 

segments; 

pause so 

there is 

time to 

interpret. 

Ask interpreter 

interpret 

everything into 

the first person 

(avoid “he 

said, she said”) 

Ask open ended 

questions and 

talk directly to 

the person. 

Avoid using 
slang or idioms 

• “A bundle of 
nerves” 

• “Chip off the 
ole block” 

• “No pain, no 
gain” 

Speak about one 

thing at a time. 



What can you do? 
• Individual’s 
Right to 
Know 

• Interpreting 

• Translation 

• Assistive 
Technology/ 
Communication 
Tools 

• Signage 

 

•Way-finding 

• Community 
Involvement 

• Training 
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What can you do? 41 



Moving from a state of bliss 


