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ABOUT THIS SESSION

• Discuss the importance of an established 
language access plan for providing 
services to LEP persons

• Discuss the challenges of meeting 
language access requirements with 
available resources

• Learn tips and tools for providing 
engaging and effective education on 
language access obligations

MEETING YOUR LANGUAGE ACCESS 
OBLIGATIONS
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POLL QUESTIONS

1. Does your organization provide services to 
Limited English Proficient (LEP) persons?

2. Does your organization have a Language Access 
Plan (LAP) for providing services to LEP 
persons?

3. Are you responsible for oversight or compliance 
with any language access requirements at your 
facility/organization?

4. How would you describe your current LAP?

WHY IS LANGUAGE ACCESS IMPORTANT?

“Language can be a clear, profound barrier to 
health literacy. Language barriers and the 
inability to read or understand health 
information can pose serious health risks to 
individuals with limited English proficiency 
(LEP). Language is therefore a critical 
component of any effort to improve 
communication and access to quality health 
care for patients, their family members, 
caregivers, and friends.”

- National Institutes of Health, Language in Clear Communication 
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WHY IS LANGUAGE ACCESS IMPORTANT?

• More than 25 million people in the US are Limited English 
Proficient (LEP)
 Limited English Proficient means an individual has a limited ability to 

read, speak, write, or understand English

• Appropriate care requires effective two-way 
communication between patient and provider

• Inability to communicate can result in confusion, fear and 
failure to seek care
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LANGUAGE ACCESS AND COVID-19: 
THE PERFECT STORM

• Providing vital information

• Communicating about symptoms, diagnoses and 

treatment

• Providing appropriate care

• Overcoming fear and hesitancy
 Seeking care

 Receiving care

 Getting vaccinated
8
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LANGUAGE ACCESS REQUIREMENTS

Recipients of Federal assistance are required to take 
reasonable steps to ensure meaningful access to 
programs/services by LEP persons.

• Must offer and provide language assistance services

• At no cost to the LEP person

• At all points of contact

• In a timely manner
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LANGUAGE ACCESS PLAN
A Language Access Plan (LAP):

• Establishes program for providing language assistance 
services
 Identifying LEP persons

 Identifying needed services

 Assessing and delegating resources to meet service needs

 Assessing, monitoring and modifying Language Access program

• Requires education for employees on services available to 
LEP persons
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PROVIDING “MEANINGFUL ACCESS”

The extent of the recipient’s obligations are based on a four-
factor analysis:

1) Number/proportion of eligible LEP persons

2) Frequency of contact with recipient’s services

3) Nature and importance of services

4) Resources available and costs imposed
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POLL QUESTION

5) Which of the following do you view as the biggest 
challenge(s) in providing language assistance?
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LANGUAGE ACCESS CHALLENGES

• Identifying and quantifying LEP population(s)

• Identifying services and resources appropriate to provide 
meaningful access to LEP persons

• Educating employees to ensure compliance
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IDENTIFYING LEP POPULATIONS

• Identifying LEP persons
 Census data and other government data/resources
 Prior contacts and experiences
 Schools and community organizations

• Frequency of contact
 More frequent contact with LEP population = greater likelihood 

that extensive services are needed

14

13

14



8

IDENTIFYING SERVICES AND RESOURCES

• Addressing language assistance needs
 Nature and importance of contact: 

• Greater importance or possible consequences = greater likelihood services 
needed

• Greater urgency of the service need = greater likelihood services needed
• Convergence of importance and urgency determines need for services and 

extent of services

 Translation & Interpretation

• Allocating resources
 Bang for your buck
 Internal vs external resources
 Organization size and resources
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EDUCATING EMPLOYEES 

• Who needs education?

 Hint: EVERYONE

• What do employees and providers need to know?

 One size does not fit all

 At a minimum: how to access language assistance services

• How do you provide effective education?

 Make it count!
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TIPS AND TOOLS FOR PROVIDING 
ENGAGING AND EFFECTIVE EDUCATION

17

4 WAYS TO BUILD BETTER EDUCATION

18

Get your learners 
doing.

Work backwards to your content. Tell a story. Reinforce your learning.
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#1: GET YOUR LEARNERS DOING. 

19

“Information alone is not instruction!”
– M. David Merrill, Ph.D.

Tell Ask Show Do

#2: WORK BACKWARDS TO YOUR CONTENT. 

20

• Don’t start your design with content.
• Think about the following:

• What problem does the learner need to be able to solve?
• What behaviors/mindset do you want to change?” 
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EXAMPLE – LEARNING HOW TO DRIVE
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#3: TELL A STORY.

22

• “When we tell stories of what can go wrong, we tap 
into a primal need to pay attention to gossip.”

– Cammy Bean, The Accidental Instructional Designer

• Give your information context with a  story. 

 Where do people fail in X process?
 Where do people get stuck in X process?
 What are the top three mistakes new supervisors make in managing a new 

team? 
 How could we improve process time in this example? 
 How would you have changed the communication between team members 

in this scenario?

• Questions to ask your SMEs:
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GET THEM REFLECTING.

23

• Connect your story with real-world 
consequences.

• What do you think about __________ ?
• How are you doing this now __________ ?
• Did you notice __________ ?
• How can you improve in this area?
• Why did you think __________  happened?
• How can you use __________ in your daily work? 
• How confident are you about __________ ?

• Add awesome interactivity at ZERO cost.

DON’T TALK LIKE A ROBOT.
• Use personal pronouns like “we” and “you.”

Before

“In order to be compliant with 
requirements set forth by federal and 
state laws, reduce organizational risk, 
and increase patient satisfaction, 
employees need to understand the legal 
requirements outlined in Mercy 
Hospital’s Language Access Plan. In this 
20-minute e-learning module, 
employees of Mercy Hospital will review 
the LAP regulations and demonstrate 
competency in their understanding.”

“We all deserve equitable access to 
positive healthcare outcomes. Chances 
are that you know someone personally 
whose primary language is not English. 
A language access plan (LAP) is more 
than just a set of federal and state 
regulations – it’s how we can ensure the 
utmost care for all our patients, 
regardless of their national origin.
Take 20 minutes to learn the essentials 
to developing, implementing, and 
maintaining a successful language 
access plan.” 24

After
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#4: REINFORCE YOUR LEARNING.
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• Learning is not a single event. It’s a continuous process.

• Poll question 6): Does your organization currently use 
a learning management system (LMS)? 

• Think beyond the LMS to reinforce your learning
1. Consider using email to deliver LAP education.
2. Setup a community for people to interact and ask questions.
3. Give people meaningful activities to apply the knowledge. 

Get people doing and thinking!

YOUR LAP EDUCATION ACTION PLAN

26

1. Identify 3 problems that you want to solve with your 
LAP education program.

2. What are some ways that you use storytelling in your 
LAP education?

3. How can you change the tone in your LAP education 
materials to make it more relatable?
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QUESTIONS?
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