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CONTRACT or FEDERAL REGULATION REFERENCE:

As a direct result of Federal lawthis procedure complies with Title VI of the Civil Rights Act of
1964, Title I/l of the Americans with Disabilities Act of 1990/2008, Section 504/508 of the
Rehabilitation Act of 1973, Executive Order 13166 of 2000, Section 1557 of the Patient
Protection and Affordable Care Act, CLAS requirements, and meets the Humana Language
Assistance and Alternative Formats Plan.

ACRONYMS & DEFINITIONS:
ADA- The Americans with Disabilities Act
CMS- Center for Medicare and Medicaid Services

PURPOSE:

The purpose of this procedure is to ensure non-discrimination in all healthcare services and
activities per Title VI of the Civil Rights Act of 1964.

The concierge service is in place to assist ADA members and make it easier to contact Humana.
The ADA member has a choice to call the number on the back of their card to access customer
service or they can contact the Concierge Service directly via 877-320-2233 or email:
accessibility@humana.com and work with dedicated team members that serve the needs of the
ADA member.

ADA members that are in the concierge service can request that a concierge team member
contacts them on a schedule, email (accessibility@humana.com) or call directly when they have
a need or request (877-320-2233).

POLICY AND PROCEDURE:

Policy:

LAPO031 Humana CSA (Concierge Service for Accessibility) Cultural Competency, ADA and
Limited English
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Concierge Service for Accessibility
As a Direct Result of Federal Laws:
Non-Discrimination, Cultural Competency,
Language Proficiency and ADA Review

This plan is a compilation of Federal and State Regulations following Health and Humana
Services (HHS) recommendation for Language Assistance Plan (LAP) and Office of Civil Rights
recommendations for Cultural Competency plans.
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Introduction

Humana, headquartered in Louisville, Kentucky is one of the nation’s largest publicly traded
health benefits companies. Humana offers coordinated health insurance coverage and related
services to State plans, employer groups, government-sponsored plans and individuals.

Humana’s Language Assistance and Alternative Formats Services recognizes cultural differences
and the influence race, ethnicity, disabilities and primary language have on the health care
experience, quality of care and health outcomes.

Humana employs a functional application of cultural competence, through the use of evidence-
based tools and resources, to reduce inequity across the health care system and serve its
multicultural population.

Humana is committed to developing strategies that reduce gaps in quality and strive toward the
elimination of health disparities.

Tactics for quality improvementinclude provider and workforce developmentand training, data
collection and analysis, and the provision of language-access services.

The Humana Concierge Service for Accessibility focuses on discrimination processes as a direct
result of Federal and State laws. This plan describes the structure, processes, and stand ards
used to provide language assistance, at no cost, to limited English proficient (LEP) and ADA
members.

This includes appropriate access to oral interpretation services in 200 languages, video
interpretationin 27 languages including American Sign Language and translated alternative
formats to individuals with disabilities and Non-English threshold languages.

Purpose

The purpose of this document is to describe Humana’s Concierge Service for Accessibility
Language Assistance Plan (LAP) including the comprehensive processes. This includes but not
limited to the standards that apply to Humana’s assessment of members’ linguistic needs,
provision of language assistance services, stafftraining, and compliance monitoring

This written plan documents the processes and standard in place currently and benchmarks
established to ensure continuous improvement of our language assistance services and
alternative formats on an ongoing basis as a direct result of regulatory requirements issued by
the Department of Justice (DOJ), Health and Human Services (HHS), Centers for Medicare and
Medicaid (CMS), Office of Civil Rights plus other requirements plus individual state requirements
where Humana conducts business and provides products and services (i.e. California).
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HUMANA CONCIERGE SERVICE FOR ACCESSIBILITY LANGUAGE
ASSISTANCE PLAN (LAP)

Overview

We follow the Department of Justice (DOJ), The U.S. Department of Health and Human Services
(HHS), Centers for Medicare and Medicaid Services (CMS), Office For Civil Rights (OCR) as well
as State DOI's in regard to guidance to ensure “equality of opportunity” to ensure meaningful
access for all members (current and future) regardless of race, language, sex/gender, ethnicity,
and/or disabilities.

Title VI of the Civil Rights Act 1964

Section 504/508 of the Rehabilitation Act of 1973

Age Discrimination Act of 1975

Americans with Disabilities Act (ADA) of 1990, 2008, and 2010,
Executive Order 13166 of 2000

e Section 1557 of Affordable Care Act (ACA) of 2010 and 2016

Humana'’s focused is to ensure “equal opportunity for equal access” to healthcare services and
activities.

Humana is committed to providing language assistance in order to improve programs and
services for all members. In 2018, Humana has recently launched national efforts to improve
alternative formats to members by reducing cycle time from CMS approval to delivery of an
accessible formatted document based on the member’s request (i.e. Braille, Large Print, Audio,
Accessible PDF, or Read Orally). The identification of members has spearheaded off original
work that was performed in 2015 based on the self-reporting form in MyHumana where members
can identify their preferred language preference, communication preference, disability and
alternative format requirements.

Humana focuses on continuous improvement for our Non-English and ADA members via work-
plans that are compiled based on customer inquiries, complaints, satisfaction surveys and
regulatory compliance.

The purpose of these services is to provide maximum language accessibility to Humana’s Non-
English and/or Individuals with disabilities members. Humana follows the Health and Human
Services Language Assistance Plan model.
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The Humana Language Assistance Plan model elements are:
e Element 1: Assess Needs and Capacity
Element 2: Oral Language Assistance Services
Element 3: Written Translation of Vital Documents
Element 4: Policies and Procedures
Element 5: Notification of Availability of Accessible Services
Element 6: Staff Training
Element 7: Access and Quality
Element 8: Stakeholder Consultation
Element 9: Emergency and Business Continuity Preparedness
Element 10: Digital Information
Element 11: Compliance, Evaluation and Reporting

Scope

The Humana Concierge Service for Accessibility is a centralized service through all Humana and
Humana-owned entities. The Humana Concierge Service for Accessibility is accountable for
ensuring “equal opportunity for equal access to healthcare services and activities” for all Humana
members. A listing of business areas is EAP Plan, Small Group Medical, Medicare Plan,
Medicaid Plan, Work Life Benefits, Small and Large Group Dental, Individual Plans, Pharmacy,
State Mandated Plans, Providers (owned/delegated), Acquisitions, plus any Humana business
current and future.

Provider and Vendor Oversight

Non-Humana owned providers and vendors based on network contracts are required as a direct
result of Federal lawto abide by all discrimination laws this includes Americans with Disability
Act, Executive Order 13166 and Section 1557.

Humana regularly audits providers (i.e. doctors, SNF’s, Hospitals) and vendors regarding
accessibility (physical and effective communication accessibility) to ensure compliance with
Federal and State regulations (i.e. sign language interpretation for hearing impaired patients).

Discrimination is Against the Law
Humana complies with applicable Federal civil rights laws and does not discriminate on the basis
of race, color, national origin, age, disability, gender, sexual orientation or religion.

Humana does not exclude people or treat members differently based on race, color, national
origin, age, disability, gender, sexual orientation or religion.

If you believe that Humana, in-network provider or Humana vendor has failed to provide services

or has discriminated in another way on the basis of race, color, national origin, disability, gender,

sexual orientation or religion, you can file a grievance with customer care at 1-800-457-4708 or at
the number on the back of the member’s ID card.
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Customer Care:
Phone number for customer care is located on the back of your member id card. Members can
also call 1-877-320-1235 and select their product or choice option 9 for accessibility assistance.

Additional numbers:

Individual and Family Insurance — 1-800-833-6917
Medicare Customer Service — 1-800-457-4708
Dental/Vision Insurance — 1-877-877-1051
Insurance through Employers — 1-800-448-6262

Grievance and Complaints

If you were discriminated against, or if Humana or a healthcare provide did not accommodate
your needs, we will promptly address the matter. Please call Humana Customer Support at the
number on the back of your member ID care. TTY services can be reached by dialing 711 for a
relay operator and the number on the back of your Id card or send an email to
accessibility@humana.com (please no personal information — only a phone number for us to call
you back).

If you believe that Humana has failed to provide these services or discriminated in another way
on the basis of race, color, national origin, age, disability, gender, sexual orientation or religion
you can file a grievance with customer service the number on the back of your id card or contact:

Steve Amshoff

Civil Rights/LEP/ADA/Section 1557 Compliance Officer:

500 W. Main Street

10t Floor

Louisville, Kentucky 40202

Phone: 1-877-320-1235

Fax 1-877-320-1269

Email: accessibility@humana.com or samshoffl @humana.com

You can file a grievance in person, or by mail, fax, or email. If you need help filing a grievance
Steve Amshoff, Civil Rights/LEP/ADA/Section 1557 Compliance Officer is available to help you at
the contact information listed above.

Page 9 of 52


mailto:accessibility@humana.com
mailto:accessibility@humana.com
mailto:samshoff1@humana.com

You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office of Civil Rights (OCR) electronically through the Office for Civil Rights Complaint Portal,
available at https://ocrportal.hhs.gov/ocr/smartscreen/main.jsf, or by mail or phone at:

U.S. Department of Health and Human Services

200 Independence Avenue, SW

Room 509F, HHH Building

Washington, DC 20201

1-800-368-1019

1-800-537-7697 (TDD)

Complaint forms are available at https://www.hhs.gov/ocr/complaints/index.html.

Responsible Oversight

Humana Concierge Service for Accessibility is responsible for identifying LEP requirements and
identifying communication requirements. The group is responsible for maintaining and regularly
auditing outreach plans (internal and external) to ensure that diverse members (present and
future) receive meaningful access in an understandable and easyto use manner.

Measurement of Success

A sample of measurement tools that are utilized in combination with self-reporting tools, these
are: customer service capturing of language and disability, member satisfaction, focus groups
and provider satisfaction surveys to ensure Humana is ensuring members have equal opportunity
for equal access.

Best Practices

Based on Competitive analysis (industry and other benchmark standards) Humana strives to
create best practices based on continuous improvement by establishing an LAP for the Humana
enterprise including acquisitions. The Humana Concierge Service for Accessibility has created
processes and procedures that are utilized centrally and a tracking system to ensure disabled
members interactions are tracked and their alternative formats requests. It is important to
monitor and evaluate effective communication internally and through the industry based on how
other groups are delivering similar services as a direct result of Federal laws.
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Element Summary

Element 1. Assessment: Needs and Capacity §2538.3(b)(3) &
§2538.4(a),(b)
Regularly identifies and assesses the language assistance needs of its current and

potential members and ensures the workforce reflects the diversity of the
membership that we serve.

e Humana regularly reviews current member mix, federal, state and local statistics
to ensure consistent sources for evaluating language and disability needs are
used when determining the effective and efficient mix of communication methods
(i.e., U.S. Census data, American Community Survey, etc.). Numerous tools are
utilized including but not limited to Geoscape data analysis, Rand analysis and
other guidance provided by the Federal and State governments. HHS/CMS, NIH
and State DOI's (i.e. California) provide guidance yearly in regard to counties
demonstrating population shifts or language thresholds being surpassed based on
the 5% rule.

e Avyearly review of county data for each area that Humana has products and
services to verify 5% rule of the population that has potential to be served. Based
on this data threshold languages are determined versus frequently encountered
language to ensure effective communication is occurring. If the population is not
at threshold than written materials are read over the phone to the member in their
language if a request for alternative formats is requested.

¢ Humana utilizes the four factor analysis as provided by the Department of Justice
(DOJ) to determine and measure meaningful access. It is important to
consistently monitor the demographics and community to ensure Humana’s LAP
mimics the population and community that we serve. Our continuous collection of
data of the population enables our ability to monitor and match requirements and
needs based on threshold languages.

e Based on Threshold language assessment all communications that are English
are available in Spanish.

e Self-reporting form on MyHumana for enrollees to self-report language preference
or disability (i.e., deaf, blind, limited sight, etc.).

Threshold Language

Spanish is the threshold language based on the members (current, future, and potential) we
serve based on the 5% rule by county in markets that we offer products and services. Humana
staff mimics the threshold populations by having bi-lingual staff that assist our Spanish members.
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Frequently Encountered Languages

Humana serves members in over 103 languages (including American Sign Language) this has
dropped with the reduction of the Affordable Care Act States (ACA) but has not returned to our
2012 levels of 81 languages prior to ACA, due to Medicaid being a growth area for Humana.

Languages

2012 2013 2014 2015 2016 2017 2018

150

101

o

5

o

o

The threshold and frequently encountered mix has changed slightly due to the exiting out of the
Illinois Medicaid market the need for Polish has decreased replaced by Cantonese and Russian.
There is a very large gap between Threshold language and Haitian Creole in 2018 only 3000
calls occurred whereas Spanish calls are 95% of the Non-English requests.

Threshold
. Spanish
Frequently Encountered
e Haitian Creole
Viethamese
Mandarin
Cantonese
Korean
Russian

Four-Factor Analysis “vital” communications

The four-factor analysis is provided by the Department of Justice (DOJ) as a methodology to
measure if “vital” communications must be provided in writing based on a populationin a county
that has the potential to be serve is over 5%.

Criteria:

e The number or proportion of LEP persons eligible to be served or likely to be encountered
by the program or grantee;

e The frequency with which LEP individuals come in contact with the program;

e The nature and importance of the program, activity, or service provided by the program to
people’s lives; and

e The resources available to the grantee/recipientand costs.

The guidance is to ensure equal opportunity for meaningful access to critical servicesand

benefits including healthcare.

Page 12 of 52



Humana has developed a flexible process with continuous reviewthat addressesthe needs
of our LEP and individuals with disabilities based on the four-factor analysis. Audits, Quality
Checks, Benchmarks and population analysis occurs on an on-going basis to ensure
meaningful access to the populations we serve.

Humana reviews quarterly and yearly county and state data as well as CMS or other
government entity data to assist in determining the mix of language assistance needed to be
thoughtful and not limited based on resources and costs.

Safe Harbor
Safe Harbor is a DOJ recommendation that ensure with greater certainty that Humana meets
the language assistance requirements for meaningful access that will provide strong evidence
of guidance regarding LEP populations for written materials.

¢ Recommendation- written translation of “vital” documents for populations that
constitute five percent, or 1,000 members of the “eligible” population served or
“likely” to be encountered.

e If there are fewer than 50 persons in a language group that reaches the five-
percent trigger than written communication of “vital” materials is not required
but a written notice in the primary language of the member must be provided
with the right to receive oral interpretation of their materials through a
competent and proficient interpreter at no cost.

e If population is less than 5% or 1,000 members than a plan in place to provide
“oral” interpretation via phone, video or in-person must be provided at no cost.

The safe harbor provisions apply to the translation of written documents only. They do not affect
the requirement to provide meaningful access to LEP individuals through competent oral
interpreters where oral language services are needed and are reasonable.

For example, even where the safe harbor numbers are not met for a language, an LEP person
speaking that language should be given appropriate oral interpretation of important information.

Humana members that request written materials in a language other than English or Spanish are
added to the Concierge Service for Accessibility and a proficient and competent interpreter
contacts that member regularly to read their communications to them in their language.

Survey of Linguistic Needs:

Per Federal requirements, Humana collects linguistic needs are collected to e nsure the needs of
the member/enroller are met to ensure equal opportunity for equal access. Humana has a portal
for members to review their claims and program information. A self-reporting language and
communication formis available for members to self-report their preference and if they have a
disability. Based on the self-reporting forms for those members, health questionnaire and survey
of members the population mix is the following:
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Preferred Written Language:

English 92.1%
Spanish 6.5%
Other 1.4%

Preferred Spoken Language

English 90.8%
Spanish 7.1%
Other 2.1%

Race/Ethnicity
Caucasian/White 82.1%

Hispanic/Latino 7.6%
African American 3.7%
Asian 2.8%
Other 3.8%

Humana'’s insured population based on the survey results Humana met the threshold set by the
Department of Insurance based on the Spanish population being over 5%. Therefore, Humana
provides documents in both English and Spanish based on the member’s preference.

Humana employs the use of neutral Spanish and recognizes the Real Academia Espanola
Dictionary (RAE) as the ultimate arbiter for Spanish language matters.

Humana is continuously re-evaluating “vital” materials and communications regularly to ensure
member’s needs are met.

Effective Communication Self-Reporting

Humana has a self-reporting form for all Humana members to self-report their language
preference (250 languages using ISO639), disability and their communication methods (i.e.
Alternative formats, Non-English languages, sign language interpretations, interpreter for the
blinds, email, phone, mail...etc).

Alternative format communication methods are: Braille, Large Print, Accessible Screen Reader
PDF, Audio, Daisy, Read Orally (Over the Phone in their language). Once a request for an
alternative format is requested this becomes a “single or standing request” and as a direct result
of Federal law, all their communication must go to the member in this format.
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Measurements for Element 1
e Proportion of LEP person from a language group “served” or “encountered” in the
eligible service population (i.e. County, State).
o The greater the number the increased need for language services
o Populations served and potential served calculated separately based on
Medicare or Medicaid eligible participants
o Past, current, potential and future threshold based on trending data

e Frequency of contact based on customer touch points that affect the members
health or create consequences for member
o Over the phone interpretation analysis
o primary usage versus secondary usage of Humana staffing

e Percent of vital communications (those communications that create consequences
or negative impact member’s health)
o Matrix identifying vial documents (denial, EOC’s, ANOC'’s, benefit
descriptions, claims, bills)
o Cross-referenced by vital documents available in written translation and if
not available in written translation ALL documents are available via reading
over the phone in the language of the member.

e Percent of mix of language assistance services
o Over the phone interpretation percentage
Materials available for download percentage
Written materials translated percentage
Internal bilingual staff based on customer-facing touch points
Percent of qualified translators
Percent of qualified interpreters.

0O O O O O
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Element 2: Oral Language Assistance Services §2538.3(b)(5) & §2538.6

Testing and attestation of internal and external translatorsto confirm proficiency and
ethics of staff.

Humana ensures that the Humana staff mimics the population that is served. The primary
staffing at customer touch-points is bi-lingual (English and Spanish). Given that Spanishis a
threshold language the primary source for bi-lingual language preference is Humana staff and
the secondary source for Spanish is an outside vendor that provides language assistance in over
200 languages (Voiance).

As a direct result of Federal law, Humana provides irrespective of whether the language is
identified as one of the threshold languages. Oral language assistance is provided through all
customer touch-points to ensure timely communications and avoids the effective denial of
service, benefits and does not delay benefits to LEP members including ASL members.

Oral interpretation services offered in more than 200 languages (over the phone), plus video
remote interpretation (VRI) in 27 languages, including American Sign Language.

Review of requirements with providers regarding oral interpretation services (150 languages at
minimum) and sign language capabilities (in person or by video) to ensure providers meet the
requirements of Limited English Proficiency (LEP) and sign language interpretation (ADA).

Over the Phone Interpretation

As a direct result of Federal law, Humana offers Non-English languages in a minimum of 150
languages through an outside vendor (Voiance) up to over 200 languages. Non-English
languages are offered via Over the Phone at all Humana touchpoints.

Due to the reduction in Affordable Care states and the increase of Bi-Lingual Humana customer
service representatives the usage of Over the Phone Interpretation has declined from $4.1 million
in 2016 to $2.8 million in 2018 this is still significantly over the requirements for over the phone
language in 2012 when the Over the Phone requirements before Medicaid states utilizing
Managed Care Organizations and Affordable Care Act went into effect.

Over the Phone Interpretation requirements are flattening outdue to the expansion of Medicare
and Medicaid plus the centralization of Over the Phone Interpretation to all lines of business
including Humana wholly-owned and partially-owned entities.

We do anticipate increases based on expansion activities by Humana (i.e. Medicaid expansion).
Humana has roughly 5000 associates that are proficient and competent per Section 1557 of the
Affordable Care Act in English and the language they speak with the me mber. All Humana

associates that are bi-lingual prior to communicating with members in a language other than their
native language must pass the ILR (Interagency Language Rating) scale based on Federal

Page 16 of 52



Government standards of a “3” or betterin English and the language spoken to members. If an
associate does not score a “3” than they must utilize Over the Phone interpretation services.

The ILR assessment is provided unbiased by an outside vendor that is certified in the ILR
assessment (ALTA).

Humana provides individual access to qualified oral interpretation or in-language services to all
LEP members according to the standards of quality and timeliness at customer touch-points.

Inbound phone call (in-language)

Humana’s automated information line (AIL) is available in English and Spanish. Humana
Customer Care also has a dedicated Spanish line, staffed by bilingual (English and Spanish
speaking) associates, to assist Spanish speaking members with requests beyond those available

through the automated line.

Inbound phone call (interpretation)

Humana uses a vendor (Voiance) to assist LEP callers through over-the-phone interpretation
when bilingual Spanish-speaking Humana associates are notavailable to provide in-language
services.

Outbound phone call (Interpretation)

Prior to initiating an outbound call to an LEP member, the customer care specialists can
conference in Voiance to obtain an interpreter if a bilingual specialist is unavailable to handle the
call.

Site of Enroliment
If an agent/enrollment representative needs assistance with interpretation of enrollment materials
for a prospect, they can call Voiance directly to have an interpreter assist.

Humana adheres to the following processes and standardsto provide qualified and proficient
Spanish language services to Spanish-speaking members at no cost.

e Spanish-speaking members have access to a dedicated Spanish line, staffed by
bilingual (English and Spanish speaking) customer care specialists. The number
to Humana’s customer care center can be found on the back of the member’s
identification card.

¢ \When a members first calls Humana’'s Customer Care Center, the member has
the option of proceeding in Spanish. The LEP member is than routed to the
Spanish AL, which guides members through various initial call prompts and menu
options to help the member obtain information themselves and/or route the call to
the appropriate areas.

e Spanish-speaking members can perform self-service functions such as request

new identification cards, proof of insurance, or health savings account (HSA)
withdrawal via the AIL or online through MyHumana.
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If the member opts out of the AIL or is automatically opted out, the call is routed to
a bilingual Humana customer care specialist.

Bilingual customer care specialists undergo additional training in appropriate
terminology and ethics in both English and Spanish. Spanish language
proficiency is verified prior to hiring a bilingual associate.

Spanish calls are monitored and evaluated for call quality according to the same
evaluation process for English calls. These calls are audited by bilingual quality
associates.

A Humana customer care specialist can transfer a Spanish-speaking member in
need of language assistance to a bilingual customer care specialist at any time
through a warm transfer process. If a bilingual customer service representative is
unable to answer the call within a reasonable amount of time, the customer care
specialist can obtain over-the-phone language interpretation, according to the
procedure.

If a member requires Spanish interpretation of a plan-produced document, the
member notice instructs the individual to call Humana's Spanish line and request
interpretation or request the information in Spanish for all future communications.

Associates who speak with members in another language are assessed using the
Inter-agency Language Rating Scale (ILR), a government developed standard
assessmenttool, provided by an unbiased third-party vendor of Humana (ALTA).
The Humana standard for proficiency and competency in a language is a level 3
(General proficiency) scored in both English and the language that they speak to
members (i.e. Spanish)

Humana adheres to the following processes and standards to provide qualified over-the-phone
interpretation services to LEP members in at minimum of 200 languages at no cost.

Humana uses over-the-phone language interpretation to provide interpretation
services to LEP members at all Points of Contacts. The over-the-phone
interpreters have been confirmed and attested that they are proficient and
competent in English and the language that they speak. Given there are not
central certification for in-person interpreters to verify proficiency and competency
and not place the member at risk, over-the-phone interpretation is the preference
for LEP interpretation unless the member is hearing-impaired than special
accommodations are created.

Humana informs members of their rights to access interpretation services in their
preferred language at all points of contact.
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e Humana’s web provider portal includes notice to advise providers how to setup
Over the Phone interpretation services for them to meet Federal regulations.

e Humana contracts with a vendor, Voiance, to provide interpretation services for
LEP members who speak languages other than English or Spanish, or when
heavy call volume prohibits Humana bilingual staff from accommodating the calls.

e When a customer care specialist answers a call and determines the need for an
interpreter, or an LEP member requests an interpreter, the Humana representative
conferences the call to obtain telephone interpretation services from Voiance,
according to the procedure. Among calls that are transferred to Voiance, 90% are
answered in 30 seconds or less to ensure the meeting of CMS 7-minute rule for
interpretation. During the call, the Voiance interpreter listens to the LEP members
and the Humana customer care specialist accurately conveying questions and
responses to both parties.

e Humana discourages LEP members from using family members, friends, or
minors as interpreters

o [If an LEP member requests the use of a family member or friend as an
interpreter, Humana still provides interpretation through a qualified
interpreter through Voiance.

o [If the member refuses the use a professional interpreter during contact with
the Customer Care Center, Humana will have an interpreter on the line for
assistance to ensure effective communication this is required by Section
1557 of the Affordable Care Act.

e If an LEP members requires interpretation of a plan-produced document into a
language other than Spanish, that member will be added to the Concierge Service
for Accessibility to have their information read to them over the phone regularly
through-out the month or when important communications arrive at their home.

Vendor: Voiance

Humana contracts with Voiance to provide over-the-phone interpretation services for LEP
members in the member’s preferred language. Voiance adheres to the following quality
assurance standards and processes to confirm proficiency and adherence to a code of ethics
among interpretation staff:

e Voiance education and training of staff meet and exceed the standards of the
California Healthcare Interpreters Association and the National Council on
Interpreting in Healthcare:

o Passing of the Interagency Language Rating Scale at 4 plus (business
professional) in both English and the language they speak to members.

o 120 hours of in-house training for interpreters “in language”

o two-weeks of supervisor observed calls
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@)
@)

quality audits (in-person and listening) — every week
Zero tolerance for mis-interpretation or violating of interpretation rules and
ethics.

e Voiance professionally trains, tests, and certifies its interpreters with a rigorous
testing process to validate:

o

@)
@)
©)

Competency in both source and target languages;

General knowledge and intimate familiarity of both cultures;

Ability to express thoughts clearly and concisely in both languages;
General knowledge of the subject to be interpreted,;

e \oiance interpreters receive messages in the source language and repeat it in the
target language with cultural sensitivity, rather than providing a literal
interpretation.

e Voiance interpreters have a fundamental knowledge in both languages of
healthcare terminology and concepts relevant to the business, terminology,
concepts and protocols of health plans. Voiance interpreters are required to fully
comply with a code of ethics.

Humana’s procedures for monitoring interpretation services in orderto confirm compliance with
the LAP are as follows:
e Humana monitors the availability of interpretation services in the threshold
languages that are requested on behalf of the LEP member at all points of contact

o

o

Humana customer touch-points operate from 8:00am to 6:00pm CST,
Monday-Friday

Voiance Interpreter Services are available 24/7 if a customer touch-point
requires interpreter services ( Humana at Home Nursing Assistance Line).
Concierge Service for Accessibility is available to disabled members and
Non-English that are part of the Concierge Service 24/7

Humana Spanish speaking teams are available in in-language service from
8:00 am to 6:00 pm CST Monday-Friday

Humana’s call quality assurance teams monitor whether calls requiring
interpretation are transferred to correctly to Voiance.

Foreign language calls are held to the same service level standards as
English Calls: 80% of calls answered within 20 seconds.

e Humana monitors the quality of interpretation services in the threshold language
(s) at all points of contact:

o

All calls to the Customer care center undergo a quality assurance
monitoring process. Both calls handled by Humana’s Spanish-speaking
team and those that include interpreters from Voiance are monitored in the
same way as English calls.

The call quality team monitors approximately 7-8 calls per month per
associate and issues monthly reports on call quality results. A monthly
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meeting is held to review results and feedback forms, to identify coaching
opportunities, additional training or guideline/procedure updates.
o Foreign language calls are held to the same quality service standards as
English calls, this includes:
= delivery of accurate, complete and relevant information;
» Resolution of the member’s issue on first contact (first pass rate);
= Utilization of all available resources to resolve the caller’s inquiry in
an accurate and efficient manger;
= Courteousness and professionalism on behalf of the customer care
specialist and interpreter
= Anticipation of the member’s needs.

e Humana monitors the utilization of interpretation and bilingual services on behalf
of the LEP membership requesting assistance in the threshold languages at all
points of contact:

o The Customer care center monitors and reports the number of encounters
that are transferred to the Spanish-speaking team and Voiance.

o Codes inthe call handling systems indicate the instances when language
assistance is used.

e Provide oral language assistance in both face-to-face and over the phone that
address needs identified in Element 1

e Establish a point of contact for individuals with LEP or Disability issues through a
central phone number

e Provide oral language assistance to ensure meaningful access to participate fully
in programs, services and benefits

e Provide language assistance through a variety of means including bilingual staff,
contract Interpreters that are proficient and competent.

e Ensure interpreters are proficient, competent, practice ethics and confidentiality

Sign Language Interpretation

Sigh Language interpretation is provided to Humana owned facilities including Humana owned
provider offices, and home health care. Sign Language interpretation is provided eitherin-person
or via video remote interpretation (VRI). Due to the shortage of in-person interpreters Humana
has developed a robust VRI network that is focused on real-time.

Humana has a certified hearing-impaired sign language interpreter that works directly with our
deaf members via a videophone. This information for the videophone is posted on the
Humana.com Accessibility website, the number is 361-214-1050. Any member that is identified
as deaf is able to contact Humana via the video phone for direct assistance and special
accommodations.

Sign language interpretation requirements has grown from 2500 requests in 2017 to over 5000
reqguests in 2018 mainly due to the model notice of discrimination is part of every communication.
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The other issue is that network providers are not providing sign language interpretation placing
Humana at risk of a lawsuit, especially in Medicaid states (i.e. Florida).

Providersin Network and Federal laws

Providers in the Humana network per their provider contract are to abide by Federal and State
laws. This includes providing Over the Phone Interpretation in at minimum 150 languages and
sign language interpretation.

Humana has procedures for providers to followto setup their own Over the Phone accounts if
they do not currently already have one. If a member is discriminated against based on non-
provision of Over the Phone Interpretation or Sign Language, then a grievance can be filed
against the provider by the member.

Humana will provide an interpreter interim while the provider is being educated as to their
responsibility. A network provider that continues to discriminate against a Non-English or
Disabled member is removed from the network and reported to the State or CMS.

Humana has partnered with Voiance to create an easy process for providers to meet the
government regulations with a pay as you go model to assist providers in meeting compliance.

Access is available at:

https://www.voiance.com/services/AccountSignUp/ServiceAgreement.aspx?g=d0db2690- d029-
4197-8eee-27€292848969.

Element 3: Written Translation 82538.3(b)(4) & §2538.5, Section 1367.04
(b)(1)(Aii)

Identify, translate and make accessible in various formats including print and electronic
media, vital documents in languages other than English including threshold languages

Humana’s strategy is to ensure “equality of opportunity’ for meaningful access to health care
services and activities.

Effective communication with enrollees promotes increased compliance and adherence to follow-
up treatment, improved use of and access to preventive care, better understanding of covered
services, navigation of the complex health care system and improved me mber satisfaction.

Humana provides, at no cost, appropriate access to oral interpretation services in 200 languages,
video interpretation in 24 languages, including American Sigh Language and translated written
materials of vital documents based on threshold languages and auxiliary aids required by
disabled enrollees (current and future).

Humana follows the Department of Health and Human Services’ framework for Limited English
Proficiency (LEP) and ADA enrollees for the development of the language assistance and
alternative formats section of the Language Assistance and Alternative Formats Services. The
framework is described below:
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e Humana’s threshold language in the state of California has been identified as
Spanish

e [|f adocument is in English than it is available in Spanish

e Humana’s translation department has a defined intake process to provide efficient
and effective delivery of timely and accurate translation service.

e Humana uses the four-factor analysis in determining the translation of “vital”
written materials into a language at threshold or “frequently encountered”
populations.

o “Vital” documents within a health care plan are those that ensure access to a
benefit, service, right or encounter and may create a consequence to the health of
the LEP member if not provided in a timely manner in a format the LEP/ADA
member can understand.

e Translation of vital information into Spanish is performed according to written
translation standards of quality, accuracy and timeliness.

e Member materials are compliant with state readability requirements.

e Internally and externally produced translations are evaluated for quality, accuracy
and timeliness.

e Alternative formats are available upon request and once the request is made this
is a single request or standing request. The disabled or Non-English
member/enrollees information is provided in that format.

e Alternative formats are available in Braille, Audio-CD, Audio- USB, Accessible
Screen Reader PDF, Daisy, Large Print and Orally Over the Phone.

e Oral Interpretation of vital documents is available in more than 200 languages on
request.

e Alternative Format Materials are available in English and Spanish.

e Oral interpreters for blind enrollees are trained to speak with blind enrollees and to
read communications.

If in English must be In Spanish

Spanish is a threshold language for Humana. Humana provides written communications in both
English and Spanish. Non-Threshold languages Humana offers over the phone reading of
materials to a member in their language (over 200 languages) once a request is made and this
becomes a standing request. Non-English members (excluding Spanish) requesting written
materials in their languages are referred to the Concierge Service for Accessibility for outreach
and reading of their materials.

Humana provides Spanish-language services for members through the Humana Health
Assessment, the automated information line through the Customer Care Center (which members
can use to perform self-service functions such as request newidentification cards, get proof of
insurance fax, or manage a health savings account), and complete translation of the unsecured
Humana.com member, provider, and broker Web portals.

Humana’s Spanish Website includes in-language health resources such as the physician Finder
tool, PDFs for download, enroliment materials, a translated library with health education
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materials, and information on Humana’s maternity program. Humana also offers member
education and customer satisfaction outreach in Spanish, English, and Creole.

Alternative Formats

Humana has focused on continuous improvement of alternative formats and has optimized
processes year over year since 2014. In 2018, over 7000 alternative formats to disabled
members have been distributed. To meet CMS requirements the regular print versionis sent to
members based on legal requirements. Alternative formats are sent shortly thereafter. ANOC’s
in 2018 were sent to members within 14 days of them receiving the printed versions. Humana
provides alternative formats in Braille, Large Print, Audio, Accessible PDF, Daisy and Over the
Phone Reading.

The number of members requesting alternative formats has increased from 1500 members to
almost 4500 members due to system changes within Humana and the self-reporting forms that
enable members to self-elect. We anticipate the requirements for Alternative formats to continue
to grow due to the population age that we serve and the process changes in requesting
alternative formats implemented in latter 2018.

In 2020, Humana has focused on reduction in cost of producing Alternative Formats and sent out
over 15,000 documents in the format of choice of the members. We are focused on continuous
improvement and increasing the number of documents per members. Given the time -frame in
sending alternative formats, to augment the alternative format process we conduct monthly
outreach to members to read communication as we focus on improving the alternative format
process.

Element 4: Policies and Procedures §2538.3 & §2538.6

Humana has a central process and procedure repository where policies and procedures are
stored for customer-facing staff (Mentor).

Customer-facing associates have access to member information through our centralized
technology platforms; notes are captured with member records and available for subsequent
calls.

The policies and procedures in relation to non-English and ADA enrollees are reinforced during
specialized training of staff.

Concierge Service for Accessibility

Humana implemented the Concierge Service for Accessibility in 2016 (formally Language
Assistance and Alternative Formats) to provide “ease of access” to Humana for our disabled
members.

Members that are identified as disabled (self-reporting, provider, associate identified) receive
monthly phone calls to aid members with vision, hearing, cognitive or physical impairment.
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Non-English members that request written communication in their language anditis not a
threshold language are added to the Concierge Service for Accessibility for their materials to be
read over the phone to the member as a direct result of Federal law.

Element 5: Notification of Availability 82538.3(b)(1),(c)(1), 82538.4(b) &
§2538.6 (b)(3)

Humana informs enrollees of the availability of language assistance and alternative formats
services at all points of contact at no cost and provides enrollees with information on howto
access these services based on Department of Justice/Health and Human Services/CMS/Office
of Civil Rights/state departments of insurance guidance for LEP and ADA enrollees.

Potential enrollees are informed that information is available in alternative formats and howthey
may be accessed.

Humana’s enrollee handbook informs enrollees that interpretive services are available to them
and how to access these services.

Enrollees may contact Humana requesting plan materials in versions that vary from those
routinely mailed to enrollees.

Humana Strategy for Meaningful Access
Humana’s strategy is focused on “equality of opportunity” for meaningful access to he alth care
services and activities for all enrollees.

The strategies and tactics defined below are aimed at identifying disparities and developing
initiatives to improve health outcomes and care among diverse enrollee populations.

Humana’s guidance is based on federal and state laws/regulations, as well as aligned with
national CLAS (Culturally and Linguistically Appropriate Services) standards and guidelines
(CLAS standards 5-8 are the only federal requirements).

Sample laws and regulations include (but are not limited to): Title VI of the Civil Rights Act of
1964, Section 504/508 of the Rehabilitation Act of 1973, Age Discrimination Act of 1975, Title Il
and Il of the Americans with Disabilities Act (ADA, 1990, 2008 and Departme nt of Justice Final
Rule 2010), Executive Order 13166 (2000) (meaningful access of limited English proficiency
members), and Section 1557 of the Patient Protection and Affordable Care Act 2010.

Model Notice of Discrimination

As a direct result of Federal law, specifically Section 1557 of the Affordable Care Act the “model
notice of discrimination” is included with all communications to the member stating Humana does
not discriminate and auxiliary aids are provided at “no cost.” This notice also includes information
for a member to file a grievance and howto contact the “Office of Civil Rights.”
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Non-English Taglines

As a direct result of Federal law, taglines are included in English, Spanish (threshold language)
and Chinese (Frequently Encountered) on all Humana communications and touchpoints (i.e.
websites). Also, per Section 1557 a language tagline flyer is included in the top 17 languagesin
the areas that Humana has products and services. The taglines state the availability of language
assistance available at “no cost.”

Element 6: Staff Training 82538.3(b)(6)

Humana seeks to hire and develop associates’ abilities to meet the cultural and linguistic
needs of enrollees and mimic the population that we serve.

Humana seeks to develop associates’ abilities to meet the cultural and linguistic needs of
enrollees and has undertaken quality improvement efforts to enhance workforce sensitivity to
diversity, disparities and the need to provide appropriate and effective services.

Humana focuses on hiring associate with diverse backgrounds.
Part of this strategy includes a commitment to hiring associates from diverse backgrounds.

Humana collects data on the race and ethnicity of Humana associates through our inclusion and
diversity program and will compare these data with the race and ethnicity enroliment data
received from state agencies.

The comparison data will be incorporated into Humana’s recruiting strategy to help ensure
Humana employs staff with backgrounds representative of plan enroliment.

In addition to hiring staff who reflect the diversity of member demographics, Humana recognizes
that staff training is a key component in providing culturally competent care.

Humana conducts yearly ethics training with internal staff and specialized training to specific
areas that require direct contactor interaction with enrollees.

¢ Humana trains associates that have routine contact with LEP members according
to the following procedures:
e Existing associates with routine contact with LEP members receive mandatory
training through online notification with links to guidelines.
e New associates are trained through instructor-led instruction.
e All guidelines are available on Humana'’s online training source for ongoing
use.
e Providing proficiency assessments for associates speaking with enrollees in
language other than English.
e Providing specialized language assistance and ADA training as part of job role
training.
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Quiality interactions are used as a Web-based cross-cultural communication
training program for Humana clinical and nonclinical associates.

Cultural, linguistic and disability customer service training helps ensure covered
services are delivered in a culturally competent manner to the target population.
This is especially important for customer-facing associates with regular contact with
non- English and disabled enrollees.

Training materials include foreign language inbound and outbound call procedures.
Guidelines contain helpful tips for customer care specialists to assist members who
speak different languages, such as information on directing questions to the
Voiance interpreter, determining which language is being spoken, determining the
language when receiving a web chat, email, and directing foreign language inquiry
correspondence.

Training covers procedures to assistthe customer care specialist in distinguishing
between calls that require transfer to Humana'’s internal bilingual Spanish
Customer Service area or Voiance.

Training materials suggest probing questions to ascertain a member’s
communication preferences

Training focuses on develop cultural sensitivity to all members

Training materials outline steps for customer care specialists to update a member’s
language and alternative format requests.

Guidelines describe the process for assisting LEP members on obtaining translated
vital documents and obtaining translation of non-standard vital documents upon
request.

Guidelines are available to staff in an online format with a link to assist the
customer care specialist in obtaining translated vital documents for LEP or disabled
members.

Proficiency assessments for associate speaking with enrollees in language other
than English are mandatory.

Providing ethics and cultural competency training upon hire and yearly for all
Humana associates, vendors and providers.

Examples of training include:

o Policies and procedures for accessing language assistance and working
effectively with LEP enrollees.

o Training on how to work effectively with in-person and telephonic
interpreters and information on cultural differences and diversity within
our enrollee population.

o Use of teletype (TTY), video relay services and remote interpreting
services.

o How to access oral interpretation services and written materials in
prevalent languages.

o How to access materials for blind, limited sight and deaf enrollees.

o Web-based content and links with a description of Humana’s cultural
competency program.
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o Resources for recognizing disparities and meeting the cultural and
linguistic needs of patients and tools to facilitate clear health
communication with patients and improve health literacy.

o Multilingual health education Web resources

o Oral interpretation and ADA requirements.

Cultural diversity of our member population and delivery of health care interpretation services:

Clinical care managers with routine member contact complete cultural
competence training to develop and strengthen skills for cross-cultural
communication.

The training includes information on health needs and preferences that vary by
culture and describes the importance of cultural competence and effective cross-
cultural communication in reducing health care disparities.

Nonclinical staff with routine member contact receives online guidelines with
information regarding the diversity of Humana's membership. The background
provides information on the need for language services and an introduction to
health care disparities common among Spanish-speaking or other LEP
populations. The guidelines also include tips for communicating with cultural
sensitivity when interacting with members and providers.

Training contains summaries of the key components of California Bill 853, its
requirements, and assessment of the threshold language in order to provide
context to the staff.

Element 7: Access and Quality §82538.3(b)(2), (d)

Humana notifies contracted provides of the LAP requirements for provision of language
assistance services and informs them of the availability of such services:

Provider contracts includes a general statement indicating that Humana in-
network providers are required to comply with the LAP that is documented in this
plan.

In order to support provider compliance Humana works with providers to ensure
they are providing effective communication as a direct result of Federal laws and
they are abiding by Section 1557 of the Affordable Care Act and other
discrimination laws.

Humana directs providers via training to the Federal requirements and the Web
portal to obtain information for them to ensure they are providing effective
communication to all patients.

Training and review of requirements with providers regarding oral interpretation
services (150 languages at minimum) and sign language capabilities (in-person or
by video) to ensure providers meet the requirements of Limited English proficiency
(LEP) and sign language interpretation (ADA). Humana has partnered with
Voiance to make it easy for providers to create accounts and access over the
phone interpretation services.
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The notice communicates to providers the need to provide culturally sensitive care
to LEP members. Humana Web provider portal contains links with information
about culturally sensitive care and available training courses for continuing
education credit.

Humana benchmarks models and proven strategies to improve member
experience and clinical outcomes for our non-English-speaking and disabled
enrollees.

A telephonic Humana health assessmentin Spanish and a health profile tailored
to the member are available within 14 days of completion (information from the
assessmentis analyzed to determine if the member might benefit from early
referral to Humana'’s clinical programs).

Spanish versions of member satisfaction surveys are available.

The 360 Feedback in 2015 is capturing self-reporting from MyHumana regarding
language and ADA preferences, as well as map Voiance oral interpretation (over-
the-phone) data to member information. The 360 Feedback supports operational
aspects of customer service and clinical, as well as statistical analysis to identify
trends, aggregate data by population segment, track call resolution and highlight
policy/process improvement opportunities or training needs.

Provider training policies and procedures and training materials are in place to
ensure culturally competent services are delivered to enrollees.

Providers may view a complete copy of Humana’s cultural competency plan on
Humana’s website at www.humana.com/providers/clinical/resources.aspx.
Providers are to follow Section 1557 of the Affordable Care Act by providing the
notice of non-discrimination as required by the Office of Civil Rights (OCR)
https://www.humana.com/provider/support/whats-new/nondiscrimination-notice.

Providers also may request a paper copy of Humana’s cultural competency plan
at no charge by contacting Humana customer services at 1-800-4HUMANA (1-
800-448-6262) or by calling their provider contracting representative.

Access and quality examples include:

o Cross-functional/multidepartment collaborations focused on strategic
planning and integration of data collection and culturally competent
services within health plan operations.

o Annual submission of Humana market quality improvement program
evaluations that include market analysis of enrollees, race/ethnicity and
linguistic composition analyses to identify cultural requirements and
opportunities to improve services to enrollees.

o A work-plan documenting initiative operationally to improve the consumer
experience of non-English-speaking and ADA enrollees.

o Participation in the National Health Plan Collaborative, an AHIP-led
partnership of commercial, Medicare and Medicaid and Florida
Comprehensive health insurance plans, the goals of which are to reduce
racial and ethnic health care disparities.

o Review of customer complaints and grievances for non-English and ADA
members.
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Network Providers and Contractors Cultural Competency
Effective communication and understanding is important in delivering quality care and service
through our network providers and contractors.

Ensuring mutual understanding, however, may be more difficult during a cross-cultural interaction
between member and provider.

Some disparities may be attributed to miscommunication between providers and enrollees,
language barriers, cultural norms and beliefs and attitudes that determine health -care-seeking
behaviors.

In addition to contracting with a culturally diverse network of providers of both genders and
prioritizing recruitment of bilingual or multilingual providers, there are other strategies underway
to strengthen culturally appropriate communication.

Humana employs the following initiatives to support the provision of culturally and linguistically
appropriate care:
e Data collection of languages spoken in provider offices through credentialing and
re- credentialing processes.
e Display of languages spoken in provider offices in a Web-based provider directory,
available in English and Spanish.
e Provision of Web-based content and links, including a description of Humana’s
cultural competency program.
e Resources for recognizing disparities and meeting the cultural and linguistic needs
of patients, tools to facilitate clear health communication with patients and improve
health literacy and nationally recognized disparities literature.

Element 8; Stakeholder Consultation §2538.6

Humana also recognizes the importance of community-level involvement in maintaining effective
Language Assistance and Alternative Formats Services program.

Ultimately, Humana’s objective is to understand personal contexts of health and encourage
action through targeted outreach.

Through these efforts, Humana seeks to deliver appropriate and personalized services to all
enrollees, regardless of race, ethnicity, culture, disability or primary language.

Examples include:

e Regular focus groups throughout the country.
e Community meetings (i.e., Florida Comprehensive Plan, Virginia and lllinois
Medicaid).

e Ethnographic research (language and disability).
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Element 9: Emergency and Business Continuity Preparedness §2538.6

Humana has emergency and business continuity plans that include LEP/ADA language within
each customer-facing area to mitigate the effects of a natural disaster or other emergency.

The plans identify howto access an oral interpreter or alternative formats if the normal
procedures or processes are not available.

Element 10: Digital Information 82538.3

e Humana ensures all enrollees (current and future) can use language assistance
services to access important digital information.

¢ Humana websites are available in English and Spanish as well as section 508 and
WCAG 2.0 compliant and accessible.

e Additional policies and procedures are available.

Element 11: Compliance, Evaluationand Reporting 82538.3(b)(7) &
2538.7

Humana’s Language Assistance and Alternative Formats Services planis designed to focus on
continuous improvement to ensure “equality of opportunity” for meaningful access for all
enrollees.

The premise behind compliance, evaluation and reporting is ensuring process and performance
management activities target the identification of improvement possibilities, the design of new
and revised services or processes, the implementation of innovative solutions aimed at our
diverse enrollee populations from a clinical and operational perspective.

Humana’s Language Assistance and Alternative Formats Services work plan is available upon
request and is posted on the Humana website.

Humana’s quality improvement initiatives include:

. Annual submission of Humana market quality improvement program evaluations that
include market analysis of membership, race/ethnicity and linguistic composition analyses to
identify cultural requirements and opportunities to improve services to specific groups of
members.

. Participation in the National Health Plan Collaborative, an AHIP-led partnership of

commercial, Medicare and Medicaid and Florida Comprehensive health insurance plans, the
goals of which are to reduce racial and ethnic health care disparities.
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. Incorporation of ethnically specific health information in Humana Active Outlook
magazine, a regular publication for Medicare Advantage, group Medicare and Medicare

supplement members, or Humana Family, a regular publication for Medicaid and Florida
Comprehensive Plan members.

Humana'’s tactics for collection/reporting of provider datainclude:

Data collection of foreign languages spoken in provider offices through credentialing and re-
credentialing processes.

Display of foreign languages spoken in provider offices in a Web-based provider directory,
available in English and Spanish.

Humana’s tactics for collection/reporting of member datainclude:
Voluntary collection and storage of member self-reported race/ethnicity data through Humana'’s
health risk assessment (yearly).

Language and communication preference form found on MyHumana.com.

Data collection of foreign languages in 200 languages via over the phone interpretation usage.
Collection of secondary race/ethnicity data from the Centers for Medicare & Medicaid Services
(CMS) on Medicare, Medicaid and long-term care enrollees through monthly electronic data files.

Collection of secondary race/ethnicity data from state agencies through electronic data files.

Storage and reporting of race/ethnicity and some language preference data on Medicare and
Medicaid and Florida Comprehensive Plan enrollees through the customer interface (CI) system.

Annual state-by-state analysis of American Community Survey and U.S. Census data on
race/ethnicity and language spoken at home to determine overall population demographics and
language needs.

Use of Geoscape and RAND Corp. geo-coding and surname analysis of race/ethnicity datain
combined Office of Management and Budget (OMB) format.

Routine reporting of relevant race, ethnicity and language preference datato the corporate
quality improvement committee for review and stakeholder input.

Development of placeholder fields for race/ethnicity and language preference data in clinical
profile (clinical member database) for storage and retrieval.

Collection through integrated clinical systems of self-reported race/ethnicity and language

preference datain combined OMB format, through enrollee participation in a clinical program
(i.e. disease management, case management, personal nurse, etc.).
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Collection/Reporting of Cultural Preference Data

Humana collects member’s race, ethnicity, language, sex, sex orientation, disability and
alternative format preference data on an on-going basis based on Federal and State regulation
requirements.

Language is collected in at minimum 150 languages and alternative format request are set up in
a “single request” process.

Alternative formats are available in Braille, Large Print (Print or PDF), Audio-MPG, Audio-WAV,
Audio-Daisy (Audio files are available via USB, CD, Daisy or Cassette), Screen Reader PDF or
Orally over the Phone.

Humana utilizes the collected cultural data to identifying variations in the quality of care provided
to different groups, developing and implementing effective prevention and treatment strategies,
training and facilitating the provision of culturally and linguistically appropriate health care.

Collecting data on enrollees’ language preferences helps determine the need to translate
materials based on the populations served, assess the need for interpreter services and identify
opportunities for culturally appropriate interventions.

Health care providers play a significant role in reducing dispatrities and delivering appropriate
services to all enrollees, regardless of race, ethnicity, culture and primary language.

Humana network providers must abide by Federal and State regulations regarding Over the
Phone interpretation at minimum 150 languages and sign language interpretation requirements
either in-person or via Video Remote Interpretation, if the provider is not compliant Hu mana will
provide interpretation services while the provider becomes compliant.

Humana seeks to maintain a provider network capable of meeting the cultural and linguistic
needs of a diverse population.

The Humana Concierge Service for Accessibility monitors disabled, Non-English and other
enrollees that require additional assistance in accessing Humana.

This includes providing direct videophone capabilities with deaf members, scheduling of
interpretation, assistance with appointments, reading of the website or Humana communication
for blind enrollees.

Enrollee Care Plans
Cultural considerations play a key role in the development of enrollee care plans andin care
management.

Humana also works to develop individualized care plans to meet enrollee s’ unique needs, such
as transportation and accommodation for enrollees with developmental and cognitive disabilities,
as well as the provision of services for homebound enrollees.
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Humana case managers collect data on member language preferences, social and cultural
history and personal health preferences.

The data are used to develop individualized care plans. Humana’s case management program
has detailed policies and procedures outlining the role that cultural, linguistic and disability
considerations play in developing enrollee care plans.

Analysis

. Spanish continues to be the threshold language in our markets that we serve. Therefore
focus is on-going optimization of our Spanish speaking agents or clinical staff to ensure our staff
mimics the populations we serve.

. Reviewing Provider offices for accessible tables and scales continues to be a focus
ensuring that disabled member are only assignedto provider offices that are accessible.

. Alternative Formats increase in 2018 is not all encompassing and we are aware there is
continued improvement required in this area to ensure all critical documents are sentto the
member in 2019 in the format of their choice as a direct result of Federal law: Title Il of the
Americans with Disabilities Act (ADA) and Section 1557 of the Affordable Care Act.

. An organization-wide effort is underway to improve Spanish-language capabilities
(Multicultural Strategic Enterprise Effort).

. Language proficiency assessments are conducted in English and any language a staff
member communicates with members. Humana utilizes the Interagency Language Rating Scale;
a score of 3 isrequired in all languages.

Opportunities/Barriers ldentified

. Opportunities still exist to improve alternative format delivery process in 2018 and
decrease time to deliver to members and increase the number of documents to members. The
issue exist with the CMS process (i.e., once CMS approves communication in English —to be
distributed — conversion of document to Braille takes roughly 2 e xtra weeks - since Braille cannot
be mass produced — ADA members receive print communication and then 4 to 6 weeks later the
same information in Braille).

. Opportunities continue to exist moving deaf members to video remote interpretations but
based on Title Il of the American with Disabilities Act the requirement for effective communication
is the “choice” of the member and many deaf members still prefer in-person sign language
interpreters eventhough there is a shortage based on a moratorium by RID ( certification
organization of sign language interpreters) regarding new sign language interpreter certification.
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. Opportunities exist to continuously educate providers regarding ADA requirements and
the requirement for deaf members to have “in person sign language interpreters” or “video
interpretation” at every appointment.

. Opportunities exist to audit providers to ensure they are abiding by Section 1557 of the
Affordable Care Act and distributing model notice of discrimination to their patients th at they

provide auxiliary aids. Itis the responsibility of the provider to abide by Federal laws and Section
1557 is one that providers struggle with.
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Humana

Appendix A: Discriminationis Againstthe Law

IMPORTANT!

At Humana, it is important you are treated fairly.

Humana Inc. and its subsidiaries do not discriminate or exclude people because of their race, color, national
origin, age, disability, sex, sexual orientation, gender identity, or religion. Discrimination is against the law.
Humana and its subsidiaries comply with applicable Federal Civil Rights laws. If you believe that you

have been discriminated against by Humana or its subsidiaries, there are ways to get help.

+ You may file a complaint, also known as a grievance:
Discrimination Grievances, P.O. Box 14618, Lexington, KY 40512-4618
If you need help filing a grievance, call 1-877-320-1235 or if you use a TTY, call 711.

« You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office for Civil Rights electronically through the Office for Civil Rights Complaint Portal, available at
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at U.S. Department of Health
and Human Services, 200 Independence Avenue, SW, Room 509F, HHH Building, Washington, DC 20201,
1-800-368-1019, 800-537-7697 (TDD).

Complaint forms are available at https://www.hhs.gov/ocr/office/file/index.html.

Aucxiliary aids and services, free of charge, are available to you.
1-877-320-1235 (TTY: 711)

Humana provides free auxiliary aids and services, such as qualified sign language interpreters, video remote
interpretation, and written information in other formats to people with disabilities when such auxiliary aids
and services are necessary to ensure an equal opportunity to participate.

Language assistance services, free of charge, are available to you.
1-877-320-1235 (TTY: 711)

Espaiiol (Spanish): Llame al nimero arriba indicado para recibir servicios gratuitos de asistencia lingUistica.
AP (Chinese): BT LEM SRS RS R BE=BEIRS -

Tiéng Viét (Vietnamese): Xin goi s6 dién thoai trén day dé nhan dugc cac dich vu hd trg ngdn ngl mién phi.
#2101 (Korean): & 0] X|3 MH[AS Hoz{H 9|0 HS 2 HIISHHAIR .

Tagalog (Tagalog - Filipino): Tawagan ang numero sa itaas upang makatanggap ng mga serbisyo ng tulong
sa wika nang walang bayad.

Pycckuia (Russian): [103BOHMTE MO HOMepY, yKa3aHHOMY BbliLUe, YTOObI MONy4UTb becnnaTHble

YyOIyrin nepesoga.

Kreyol Ayisyen (French Creole): Rele nimewo ki pi wo la a, pou resevwa sevis &d pou lang ki gratis.
Frangais (French): Appelez le numéro ci-dessus pour recevoir gratuitement des services d'aide linguistique.
Polski (Polish): Aby skorzystac z bezptatnej pomocy jezykowej, prosze zadzwoni¢ pod wyzej podany numer.
Portugués (Portuguese): Ligue para o nimero acima indicado para receber servi¢os linguisticos, gratis.
Italiano (Italian): Chiamare il numero sopra per ricevere servizi di assistenza linguistica gratuiti.

Deutsch (German): Wahlen Sie die oben angegebene Nummer, um kostenlose sprachliche
Hilfsdienstleistungen zu erhalten.

B#:E (Japanese): EROSEXZET —ERECELZDBER. LEEOBESEFTHEERELTL,

s«yLé (Farsi)
23Sy kel 398 osladn U B0l Oysay (SU) OMgud cdbys gl
Diné Bizaad (Navajo): Wodahi béésh bee hani’i bee wolta’igii bich’{’ hodiilnih éi bee t’aa jiik’eh saad
bee dka’anida’awo’déé nika’adoowot.
4. sl (Arabic)
lusly daclunll il Slaas e Joand oMel el @830 Lol el
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Appendix B: Member Points of Contact and Language Assistance

PHONE

Humana Concierge Service for Accessibility

Member Points of Contact

How language assistance will be provided

Automated Information Line (AIL)
guides caller through various initial
call prompts and menu options, in an
attempt to help caller obtain
information themselves and/or route
the call to the appropriate area. AlL
has two language options the default
language is English, the member may
also request Spanish

!—‘—\

Humana.com
and
Humanadental.com
contain an option
to convert general
Web information to
Spanish
(member specific
information
available upon
request)

Request for
member specific
information on the
Web

Medical Mental
Call Center Health
Cccs
Dental Rx
CCs ccs
HumanaOne
CCs

\—'7

LEP callers. Voiance e Services is the

speak languages other than English or
Spanish

Through the AIL, Spanish-speaking
members are able to request new

withdrawal, via self service.

Humana uses both a vendor and our own
Spanish-speaking representatives to assist

vendor Humana uses for LEP members who

identification cards, get proof of insurance
fax or make a health savings account (HSA)

WRITTEN
COMMUNICATION

SITE OF SERVICE

SITE OF
ENROLLMENT
OR RESIDENCE

OUTBOUND CALLS

——

If a member needs

provider office, they
will be directed via
our notice to call

interpretation
services in a

Humana CCS

Grievance & | | Financial
Appeal Recovery
Critical L Special
Inquiry Investigation

Correspondence [ Enrollment
. Clinical
Billing e
Claims

\_'7

Operating areas send request for
translation to Marketing Translation by
email to Translation@humana.com

Marketing translation has process
built to have translation completed
within legislative time frames
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Guides, benefit
summaries,
pharmacy
information, and
other enrollment
communication are
available in Spanish
to help employees
choose their
benefits with
confidence

Contact
Interpreter Service for
Spanish-speaking
Members or the
Language Line for
LEP members who
speak languages
other than English or
Spanish

If agent/enrollment
representative
needs assistance
with interpretation
of enrollment
material for
potential member
enrollment

Place call to LEP
member




Appendix C: Voiance Services Interpreter Code of Ethics

Confidentiality: The Interpreter shall respect all confidences received in the course of
interpretation. All information gained by the Interpreter in the course of his/her professional duties
shall remain strictly confidential.

Accuracy and completeness: The Interpreter shall render, to the best of his/her ability, a
complete and accurate interpretation without altering or omitting anything that is stated.
Interpreter shall not add to what is said nor provide unsolicited explanation.

Impartiality: The Interpreter shall be impartial and unbiased and shall refrain from conduct that
may give an appearance of bias. He/she shall not allow personal opinions to interfere with his/her
duties nor add unsolicited comments or make recommendations except to assist communication.

Conflict of interest: The Interpreter shall disclose any real or perceived conflict of interest.
He/she shall not take personal advantage, financial or othemise, of information obtainedin the
course of his/her work.

Disqualification and impediments: The Interpreter shall, at all times, assess his/her ability to
maintain Voiance Services’ highest standards for professional interpretation. He/she shall
immediately convey any reservations about his/her ability to successfully complete the
assignment, for the customer. The Interpreter shall decline any assignment he/she believes to be
beyond his/her technical knowledge or linguistic ability.

Accreditation: The Interpreter shall only interpret for the language(s) for which he/she is
authorized to interpret by Voiance Services and as certified by Voiance Services.

Professional courtesy: Interpreter shall provide excellent customer service. He/she shall
maintain a professional demeanor, be courteous, and use the tone of voice appropriate to the
situation. Interpreter shall defer to instructions from clients.

Professional development: Interpreter shall continually improve his/her skills and knowledge.
Interpreter shall maintain and improve his/her Interpreter skills and knowiedge through activities
such as professional training or education and interaction with colleagues and specialists in
related fields. The Interpreter shall keep informed of, adhere to, and conform his/her practices to
Voiance Services policies and guidelinesthat relate to his/her professional duties.

High standards of conduct: The Interpreter shall act at all times in accordance with the
standards of conduct, and decorum appropriate to his/her profession as an over-the-phone
Interpreter.
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Humana

Appendix D: Sample Translation Certificate of Accuracy (from
Language Speak)

Lastudor iy

Speaking your customer’ language

STATE OF FLORIDA )
)
COUNTY OF MIAMI-DADE)

LANGUAGESPEAK AFFIDAVIT OF TRANSLATION
I, the undersigned, being duly sworn, depose, say and certify that the documents named
“Dental codes for CS600-SPA”

attached herein, is an accurate and true translation to the best o“:w #eppyledge, ability and
belief of the original document. \ 4

2
s‘\ \399..9..3.'?30 2,
-~ OQ%... ..."... "I
5 5," s ORPO '0.6 ?.
%’ %ﬁ) S O, 532
Olga Vifaplana ¥ Lan&uag?SgE’Oorporjte Seal
LanguageSpeak Project Manager z 3 AL 7/ =
CERTIFICATE 2, % mmey &
I
STATE OF FLORIDA )
COUNTY OF mMI

I, the undersig ity, hereby'certify that the foregoing document was presented before
me by Clga € i known to me.

47 OLGA/
2 MY COMMISSION # 0D 4463
) EXPIRES: May 2 2009 I
Bam;vhumm'

‘Notary Public &

Project No. 80233

On-Site Tutoring
Translation
Interpretation
All Languagas
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Appendix E: Provider Notice of Availability of Language Assistance

Language assistance and diversity

Health care providers are required by their Humana contracts and federal regulations to ensure
Humana members have equality of opportunity for meaningful access to health care services and
activities. Health care providers must also have policies in place to protect patients from
discrimination. The information below may assist providers in meeting these requirements.

Oral interpretation and sign language requirements for California — call 1-877-320-2233 to
schedule

Oral interpretation services (including American Sign Language) must be available in the
member’s language at no cost to the member. Please note:

e More than 300 languages are spoken in the United States.
e A notification of the availability of oral interpretation services should be posted or
distributed to patients.

o If patients with limited English proficiency request an interpreter in their language, oral
interpretation may be delivered over the phone, in person or via video remote
interpretation.

o If a deaf or hard-of-hearing patient requests sign language interpretation, this should be
delivered in person or via video remote interpretation.

Language assistance resources
Learn about Humana's multilingual health resources for health care providers and access helpful
links by reviewing this flier:

Multilingual health resources

Learn what Humana is doing to ensure its members have “equality of opportunity’ for meaningful
access to health care services and activities by reviewing this document.

Questions?

Health care providers with questions about Humana's language assistance requirements should
call Humana at the phone number listed on the member's Humana identification card or send an
email to accessibility@humana.com.

Californiaproviders please note: Your contract requires your compliance with Humana’s
language assistance program (LAP). Humana'’s LAP includes the following components:
A survey to assess the language preferences of our membership

Translation of all vital documents into Spanish

A process to maintain quality and accuracy in written translations

A process to confirm the ethics and proficiency of internal translation staff and vendor
staff
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A process to provide individual member access to qualified oral interpretation or in -
language services to all limited English proficiency (LEP) members

A process to monitor interpretation services to confirm compliance with the LAP
A process to notify members of language assistance services

A process to notify providers of our LAP requirements and inform them of the availability
of services

A training plan for staff who have routine contact with LEP members
A process to evaluate the effectiveness of the LAP and confirm compliance with the
regulations

Further, providers are contractually required to provide the following services or policies for
patients:

Free oral interpretation services — call 1-877-320-2233 to schedule

Standards and mechanisms to confirm the timeliness, quality and accuracy of oral
interpretations

Standards and criteria to promote the proficiency of interpreter services

Identification of points of contact where the need for interpretation is reasonably
anticipated and a plan of howthe provider will provide timely access to interpretation
services at all points of contact

Range of interpreting services and types of resources needed to provide effective
interpreting

Mechanisms for promoting sensitivity to the culture of those with limited English-speaking
proficiency

Policy regarding a patient’s request, in a nonemergency, to use a family member or friend
as the interpreter

Policy regarding use of a minor as an interpreterin an emergency
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Appendix F: Notification of Availability —www.humana.com

Humana Language Assistance & Alternative Formats Services

Focusing on Consumer Experience for our Limited English Proficiency (LEP) and Disabled

Members

Call 1-877-302-2233 for assistance

Humana maintains a strong commitment to ensuring “equality of opportunity for meaningful
access to healthcare services and activities.” Humana provides “oral Interpretation” at no cost
including sign language as well as alternative formats i.e. Braille, Audio, Large Print and
accessible PDF’s) for our members. Our website is also designed to be accessible to and usable
by everyone.

What should amember with adisability or limited English proficiency do to ensure their
needs are met?

If you are deaf, when scheduling an appointment with your doctor, if you require a sign
language interpreter, please request at that time, a sign language interpreter to be
provided for you.

o Iif the doctor states they will not provide an in-person sign language interpreter
contact the customer care center number on the back of your member id to
request the process for a sign language interpreter. When calling the customer
care center TTY services are available.

If you are blind, and require healthcare information in an alternative format, contact the
customer care center number on the back of your member id or email
accessibility@humana.com. Auxiliary aids/alternative formats are available, at no
cost,(i.e. accessible PDF’s, Braille, Audio, Electronic Large Print PDF’s (scaled to 6400%
of actual), printed large print format, and Oral interpretation).

If you are blind or have low vision and would like an oral interpreter to assist you with
accessing the Humana website and your communications (i.e. summary of benefits,
claims...etc) — send a request to accessibility@humana.com.

If you have limited English proficiency and require an oral interpreter, please contactthe
customer care center number on the back of your member id and request an oral
interpreter. Over the phone interpretation is available in 200 languages.

What type of oral and other communication assistance is available?

American Sign Language (ASL) interpreters (in-person)

Over the Phone Interpretation (200 languages)

Tactile interpreters for those who are Deaf-Blind

Linguistically trained Oral Interpreters for Blind members

Video Remote Interpretation via website/apps from a smartphone or computer
Teletype (TTY)
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Do members pay for communication assistance?
No, the provider or managed care organization provides, at no cost, to the member.

When do I ask for communication assistance?
Ask when you are:

Scheduling your appointment with your doctor
When contacting Humana

When scheduling a hospital admissions

When scheduling or participating in any healthcare service or activity that is covered by
Humana.

What else can I do to make sure | get the communication assistance that | need?
Let the staff know (doctor, hospital, Humana), if you feel that your communication needs are not
being met, and ask for help.

Who do I contact if | have questions or concerns?
Please contact Humana Customer Service the number is on the back of your member id card or
send email to accessibility@humana.com.
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Appendix G: Sample Sign Language Tracking for California
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Appendix H: Sample Procedurefor Concierge Service for Accessiblity

Department: Concierge Services for Policy and Procedure No: LAP0O16
Accessibility

Policy and Procedure Title: Humana ADA and Section 1557 (includes Executive Order
13166) Concierge Services (No Cost)

Replaces Previous Procedure of the same | Responsible Departments: Humana

name dated 1/15/15 Concierge Service for Accessibility
Issue Date: Revised:
Approved By: Steve Amshoff 12/19/18

CONTRACT or FEDERAL REGULATION REFERENCE:

As a direct result of Federal law this procedure complies with Title VI of the Civil Rights Act of
1964, Title I/l of the Americans with Disabilities Act of 1990/2008, Section 504/508 of the
Rehabilitation Act of 1973, Executive Order 13166 of 2000, Section 1557 of the Patient
Protection and Affordable Care Act, CLAS requirements, and meets the Humana Language
Assistance and Alternative Formats Plan.

PURPOSE:

This procedure implements a concierge service for ADA members. The purpose of this procedure
is to ensure ADA members are treated with respect and care. Therefore a customer service
representative is assigned to the Humana Language Assistance and Alternative Format Services
group for handling needs of the ADA member.

The concierge service is in place to assist ADA members and make it easier to contact Humana.
The ADA member has a choice to call the

number on the back of their card to access customer service or they can contact the Concierge
Service directly via 877-320-2233 or email:

accessibility@humana.com and work with dedicated team members that serve the needs of the
ADA member.

ADA members that are in the concierge service can request that a concierge team member
contacts them on a schedule, email (accessibility@humana.com) or call directly when they have
aneed or request (877-320-2233).
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POLICY AND PROCEDURE:

Policy:

ADA and Section 1557 (includes Executive Order 13166) Concierge Services (No Cost)
Procedure # LAP016

Humana ADA and Section 1557 (includes Executive Order 13166) Concierge Services (No
Cost)-LAPO16

If member is Hard of Hearing
When a Hard of Hearing member is identified — send an email to

accessibility@humana.com.

1. Concierge Service will contact member to understand needs
2. Provide the member name, phone number, address and member
id.

Note: Hard of Hearing members will be offered Concierge Service but most members that are
hard of hearing — prefer not to be labeled ADA — therefore they may call the number on the back
of their card to reach customer service. They will also have access to the concierge service when
needed via email or phone number 877-320-2233 or 877-320-1235 Press 1 for English or 2 for
Spanish and Option 9 for assistance.

Hearing-Impaired members may require an interpreter from their provider.

Sign Language interpretation is provided to Humana-owned facilities (not providers) at no cost to
the member as a direct result of Federal law. Network providers per their network contract must
abide by Federal and State laws providing sign language interpretation to their patients via in -
person or VRI.

If a hearing-impaired member has a videophone to increase communication please provide the
following videophone to the member: 361-214-1050.

If Member is Visually-Impaired
When Blind member is identified send email to
accessibility@humana.com

Provide the member name, phone number, address and member id.

Concierge service will call member to discuss needs for effective

communication with member communication preferences — Braille, Large Print, Audio (200
languages), Accessible PDF’s (Screen Reader enabled), Orally Over the Phone, or Daisy

Communication Delivery Methods:

1. Bralille Delivery Method- Malil
2. Large Print Delivery — Email or Mail
3. Audio Format — Daisy, Talk to Text, Live Audio
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Audio Mail Delivery — CD or USB-

Audio Electronic Delivery — Email or Download
Accessible PDF Mail Delivery — CD or USB

Accessible PDF Electronic Delivery: Email or Download

No gk

Also, Visually-Impaired member may require an interpreter to utilize fully the benefits they are
eligible to receive. Therefore special accommodations are created to ensure “equal opportunity
for equal access” (i.e. Silver Sneakers, Transportation, Go 365).

If Member is Physically or Cognitively Impaired
When Physically or Cognitive Disabled member is identified then send email to
accessibility@humana.com

1. Provide the member name, phone number, address and member

id.

2. Concierge Service will contact member and understand needs

3. Communication preferences are identified (Oral or Alternative Formats)
4. Validation that current provider meets their needs

Assistance with Filing out Forms and Navigating Website

1. If an ADA member is identified call 877-320-2233 or send email to
accessibility@humana.com. (if member already in concierge service

they may already have information).

2. Provide the member name, phone number, address and member

id.

3. Concierge Service is available to assist in filling out forms, scheduling
doctor appointments, scheduling an interpreter, reading the website or reading of documents
over the phone.

ADDITIONAL RESOURCES:

Humana Cultural Competency, Language Assistance Plan, and ADA Plan
Over the Phone or Foreign Language Interpretation — LAP 0021

Humana Concierge Service — LAP016

Individuals with Hearing Impairment — Interpretation — LAP018

Requests for Alternative Formats — LAPO17
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Appendix I: Interagency Language Rating (ILR) Scale
(https://lwww.govtilr.org/) administered by ALTA

Humana utilizes the ILR to assess proficiency and competency a language other than English.
Per Section 1557 of the Affordable Care Act, Humana assesses staff and vendors in English and
the language they will speak with the member. Humana has an outside vendor (ALTA) to
administer and rate the proficiency and competency based on the ILR scale. A score of 3is
required to speak with members in their language without an interpreter.

Level 5 (Master Professional Performance):

Able to excel consistently at interpreting in the mode (simultaneous, consecutive, and sight)
required by the setting and provide accurate renditions of informal, formal, and highly formal
discourse. Conveys the meaning of the speaker faithfully and accurately, including all details and
nuances, reflecting the style, register, and cultural context of the source language, without
omissions, additions or embellishments. Demonstrates superior command of the skills required
for interpretation, including mastery of both working languages and their cultural context, and
wide-ranging expertise in specialized fields. Outstanding delivery, with pleasant voice quality and
without hesitations, unnecessary repetitions, and corrections. Exemplifies the highest standards
of professional conductand ethics.

Level 4+ (Advanced Professional Performance Plus) :

Able to interpret in the mode (simultaneous, consecutive, and sight) required by the setting and
provide accurate renditions of informal, formal, and most highly formal discourse. Conveys the
meaning of the speaker faithfully and accurately, including most details and nuances, reflecting
the style, register, and cultural context of the source language, without omissions, additions or
embellishments. Demonstrates mastery of the skills required for interpretation, including
command of both working languages and their cultural context, expertise in a number of
specialized fields, and ability to prepare other specialized topics rapidly and routinely. Excellent
delivery, with pleasant voice quality and rare hesitations, repetitions or corrections. Performance
reflects the highest standards of professional conduct and ethics.

g

Level 4 (Advanced Professional Performance) :

Able to interpret in the mode (simultaneous, consecutive, and sight) required by the setting and
provide almost completely accurate renditions of complex, colloquial, and idiomatic speech as
well as formal and some highly formal discourse. Conveys the meaning of the speaker faithfully,
including many details and nuances, reflecting the style, register, and cultural context of the
source language, without omissions, additions or embellishments. Demonstrates mastery of the
skills required for interpretation, including command of both working languages and their cultural
context, expertise in some specialized fields, and ability to prepare new specialized topics rapidly
and routinely. Very good delivery, with pleasant voice quality and only occasional hesitations,
repetitions or corrections. Performance reflects the highest standards of professional conduct
and ethics.
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Level 3+ (Professional Performance Plus) :

Able to interpret accurately and consistently in the mode (simultaneous, consecutive, and sight)
required by the setting and provide generally accurate renditions of complex, colloquial and
formal speech, conveying most but not all details and nuances. Expression will generally reflect
target language conventions. Demonstrates competence in the skills required for interpretation,
including command of both working languages, their cultural context, and terminology in those
specialized fields in which the interpreter has developed expertise. Good delivery, with pleasant
voice quality, and few hesitations, repetitions, or corrections. Performance reflects high
standards of professional conduct and ethics.

Level 3 (Professional Performance):

Able to interpret consistently in the mode (simultaneous, consecutive, and sight) required by the
setting, provide renditions of informal as well as some colloquial and formal speech with
adequate accuracy, and normally meet unpredictable complications successfully. Can convey
many nuances, cultural allusions, and idioms, though expression may not always reflect target
language conventions. Adequate delivery, with pleasant voice quality. Hesitations, repetitions or
corrections may be noticeable but do not hinder successful communication of the message. Can
handle some specialized subject matter with preparation. Performance reflects high standards of
professional conduct and ethics.

Level 2+ (Limited Working Performance Plus):

Able to transfer information, not always accurately and completely, during routine, everyday,
repetitive exchanges in informal settings, but unable to perform adequately in the standard
interpretation modes. May falter, stammer, or pause, and often resort to summarizing speech
content. Idiomatic or cultural expressions may not be rendered appropriately in most instances.
Language may be stilted or awkward.

Level 2 (Limited Working Performance) :

Unable to transfer information reliably in most instances. May communicate some meaning when
exchanges are short, involve subject matter that is routine or discourse that is repetitive or
predictable, but may typically require repetition or clarification. Expression in the target language
is frequently faulty.

Level 1+ (Minimal Performance) :

Unable to transfer information reliably, even if familiar with the subject matter. &
Level 1 (Minimal Performance Plus) :

Unable to transfer more than isolated short phrases.

Level 0+ (Memorized Performance) :

Unable to transfer more than isolated words.

Level O (No Performance) :

No functional ability to transfer information from one language to another.
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Appendix J: Top 15 languages with speed to answer per CMS 7-minute
rule

The CMS 7-minute rules requires that when an interpreter is requested that an interpreter is on
the phone ready to answer a question within 2 minutes of the request and that the first question
is completed within 7 minutes.

Humana utilizes Voiance for Over the Phone Interpretationin at minimum of 150 languages and
all requests for an interpreter are typically under 30 seconds after dial time.

Many departments have badges with the Voiance phone number to reduce cycle time in
obtaining an interpreter. Also, when the phone number is dialed, the interpreter is setup as a
direct request through an IVR versus going through an operator which reduces cycle-time. All
calls are less than a minute to an interpreter as long as the agent has access to the phone
number and clearly states the language.

The order belowis based on the highest volume of interpreters requested by language. This is
not necessarily the highest population for California.

Language Average Secondsto
Answer (ASA) -
January 2017-
October 2017

Spanish 15
Vietnamese 18
Mandarin 12
Korean 11
Russian 16
Cantonese 18
Arabic 17
Hindi 22
Tagalog 24
Japanese 19
Armenian 22
Cambodian 26
Persian 28
Hmong 29
Punjabi 24
Thai 27
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ADDITIONAL RESOURCES:

Humana Cultural Competency, Language Assistance Plan, and ADA Plan
Over the Phone or Foreign Language Interpretation — LAP 0021

Humana Concierge Service — LAP016

Individuals with Hearing Impairment — Interpretation — LAP0O18

Requests for Alternative Formats — LAP0O17

VERSION CONTROL:

Version.Review.Approval History

Department: | Purpose of Reviewed and Date: Additional Comments:
Review Approved By:

CSA Initial Document Sarah Lierman 12/19/18
Document headings Sarah Lierman 12/16/21 Edit grammar and format
and format
Document headings Sarah Lierman 5/30/21 Edit grammar and format
and format
Document headings Sarah Lierman 1/20/22 Edit grammar and format
and format

DISCLAIMER:

Humana follows all federal and state laws and regulations. Where more than one state is
impacted by an issue, to allow for consistency, Humana will follow the most stringent
requirement.

This document is intended as a guideline. Situations may arise in which professional judgment
may necessitate actions thatdiffer from the guideline. Circumstancesthat justify the variation
from the guideline should be noted and submitted to the appropriate business area for review and
documentation. This (policy/procedure) is subject to change or termination by Humana at any
time. Humana has full and final discretionary authority for its interpretation and application. This
(policy/procedure) supersedes all other policies, requirements, procedures or information
conflicting with it. If viewing a printed version of this document, please refer to the electronic
copy maintained by CMU to ensure no modifications have been made.

NON-COMPLIANCE:

Failing to comply with any part of Humana’s policies, procedures, and guidelines may result in
disciplinary actions up to and including termination of employment, services or relationship with
Humana. In addition, state and/or federal agencies may take action in accordance with
applicable laws, rules and regulations.

Any unlawful act involving Humana systems or information may result in Humana turning over all

evidence of unlawful activity to appropriate authorities. Information on handling sanctions
related to non-compliance with this policy may be found in the Expectations for Performance,
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and Critical Offenses policies, both of which may be found in the Associate Support Center via
Humana’s secure intranet of Hi! (Workday & Apps/Associate Support Center).
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