Mercy Care
Language Access Services Overview

Donna McHenry, Cultural Sensitivity Administrator
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Housekeeping

* We're hosting this webinar as a Teams event.
* Everyone other than presenters will be muted and off camera.

* If you have questions, you can enter them in the Q&A or
Chat windows — we are monitoring these areas.

* You can also use the "raise hand" feature and we'll unmute your
line.
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Who is impacted by language access limitations?

Limited English Proficient (LEP)

Limited English proficient (LEP) individuals do not speak English as their primary language and have
a limited ability to read, write, speak, or understand English.

Deaf or Hard of Hearing (DHH)

Deaf individuals do not hear well enough to rely on their hearing to process speech and language.
Hard of hearing includes individuals with conditions that affect the frequency or intensity of their
hearing.

Blind or Low Vision (BLV)

Blind or low vision (BLV) individuals include those who are substantially limited in seeing or some
other major life activity because of their vision loss.
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Language Access and Communication Disabilities Data

2023 American Community Survey
Arizona

* 25.9% speak a language other than English
at home

* 8.1% speak English less than very well
* 19.2% speak Spanish at home

* 5.7% with a cognitive difficulty

e 3.7% with a hearing difficulty

e 2.5% with a vision difficulty

Updated 8/2026

Most common languages other than English
Arizona

Spanish 19.2%

Navajo 1.2%

Arabic 0.4%

Chinese 0.4%

Vietnamese 0.4%

Tagalog 0.4%

Other Native languages of North America 0.3%
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Common access barriers

* Quality of care is lowered when:
* Members do not understand their health care providers
* Members and providers do not speak the same language
* Physical and programmatic inaccessibility
e Lack of provider training and cultural competency

* Barrier accessing health care services and understanding health information
* More likely to experience difficulties getting the health care they need
* Less likely to have a place to go when sick
* Less likely to have preventive care visits in the past year
* More likely to report a poor/fair health status
e Challenges understanding health information
* Proper medication use

M
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Mercy Care Membership
2024 | 2025

Members % Members % Members %

Language

ENGLISH 439,183 81.9% 391,439 81.2% 363,398 89.1%
70,172 13.1% 63,919 13.2% 61,793 15.2%
15,818 2.9% 15,547 3.2% 14,906 3.7%
ARABIC 4,332 0.8% 4,227 0.8% 4,873 1.2%
No Language 1,705 0.3% 1,529 0.3% 1,395 0.3%
VIETNAMESE 1,635 0.3% 1,462 0.3% 1,514 0.4%
Source: Mercy Care Membership File/QNXT
M
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2025 Language Utilization

2025 Languages by Benefit Plan

- 2025 Languages by BenefitPlan |
| ncc | ars | oo |pcscrp| cmsu | mena | mea | wrax | i
Arabic | 25% 41% 20% 7% 27% 24% 25% 6% 24%
Spanish | 23% 3% 45% 34% 24% 21% 21% 58% 24%
Karenni | 24% 28% 17% 26% 32% 2% 36% 21% 21%
8% 5% 2% 16% 3% 11% 5% 3% 8%
4% 0% 0% 2% 1% 13% 1% 0% 5%
0% 0% 1% 0% 0% 20% 0% 0% 3%
3% 0% 1% 1% 0% 3% 1% 0% 3%
somali @@ | 2% 2% 2% 1% 4% 0% 2% 3% 2%
bari 00 ] 2% 1% 0% 1% 0% 0% 0% 0% 1%
0% 2% 8% 2% 3% 2% 1% 1% 1%
1% 1% 0% 4% 0% 1% 0% 0% 1%
Assyrian @ | 1% 3% 1% 1% 2% 1% 1% 0% 1%
Sswahii 00| 1% 0% 0% 2% 0% 0% 1% 0% 1%
1% 0% 0% 0% 0% 0% 0% 0% 1%
Rohingya | 1% 0% 0% 1% 1% 0% 0% 7% 1%
Russian | 1% 5% 0% 1% 1% 0% 2% 0% 1%
3% 9% 2% 2% 2% 1% 5% 1% 3%

Source: InterAct Report and Language Vendor Invoice files
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2025 Top 5 Languages
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Accommodations are Required to Address Disparities

The Rehabilitation Act of 1973, Section 504

Americans with Disabilities Act (ADA) of 1990

Affordable Care Act (ACA) of 2010, Section 1557

Title VI of the Civil Rights Act 1964

Language access is not just a compliance requirement; it is essential to quality
care and positive member outcomes.

M
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Auxiliary aids and service examples

* Magnifiers or signature guides * Communication Access Real Time
Translation (CART)

* Translations

* Large print

* Braille

* Plain language * Community Intervener

« Audio recordings * Assistive listening systems

. Videophones * Closed caption decoders

* Screen reader software * Sign Language interpreter

. Note takers * Oralinterpreter

M
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Provider Responsibilities

Providers serving Mercy Care members are responsible for
ensuring access to their programs and activities by:

* |dentifying each member’s preferred language.

* Informing members that language assistance services are
available.

* Offering language assistance services at no cost to the member.

* Scheduling appropriate language services and auxiliary aids for
member appointments.

It is not best practice standards to have a member’s family or friends interpret
their medical needs. ™
\ 4
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Language Service Decision Workflow

O0~0
®)
XN

Mercy Care Member

The provider of service is the established point of contact for
members who need language assistance (lang asst) and
accessibility accommodations (acc) for access and quality
services.

.

-

Is lang asst/ Yes Can the provider Is request
acc needed? support? fulfilled?
Yes
v
*Third party can include Mercy Care, AZ Commission for the Deaf and Hard of Hearing (ACDDH), Language Vendor, or Interpreter. M
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Mercy Care Language Access Services

e Use national
e Use national

* Use qualifiec

y certified and licensed language interpreters
y certified language translators
bilingual staff

* Ensure accurate and complete communication between a

provider and

member

* Ensure provider's message is delivered as intended

* Ensure members with limited English proficiency (LEP) can
access quality care and engage in managing their health
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ACOM 405 — Accompanying adult

Members are permitted to use an adult accompanying the member with LEP
for translation and/or interpretation only:

1) In an emergency when there is no qualified interpreter immediately

available or,

2) When the member with LEP requests the accompanying adult to
interpret or facilitate the communication, the accompanying adult
agrees to provide the communication assistance, and reliance on the
accompanying adult for assistance is reasonable under the
circumstances.

Members are not permitted to rely on a minor child for translation and/or
interpretation except in an emergency when a qualified interpreter is not
immediately available.
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Language Access Services

e Qualified Bilingual Staff
o T1013 Code

 On-Demand Services
o Over the Phone
= Spoken languages
o Video Remote Interpreting
= Sign Language

* Scheduled Services
o Face to Face
o Over the Phone
o Scheduled Virtual Interpreting
= Video-telecommunication service

M
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Qualified bilingual staff

* Proficiency score of nine (9) or better on the ALTA Language Test
* Writing
* Listening and speaking

* Deliver covered service in another language other than English
* Bill the T1013 code in addition to the covered service
* Providers responsible for testing expense

M
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Billing T1013

T1013 is in the fee schedule with the following modifiers:

 T1013- no modifier: Staff delivering services is also interpreting
* T1013- modifier Q6: Separate but employed staff interpreting

mincodeid modcode
T1013
T1013 Q6

M
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On-demand services

* No scheduling required
* Direct access to interpreters
* Access to an interpreter 24/7/365

* Over-the-Phone Interpreting (OPI)
* Language Line Solutions
e Spoken languages

* Video Remote Interpreting (VRI)

* TransPerfect Connect
o VRl application or Web browser

* Sign Language

20  Updated 8/2026
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OnDemand Over-the-Phone Interpreting (OPI) services

e Refer to the 2025 Language Line Solutions Quick Reference Guide
located on Mercy Care website www.MercyCareAZ.org

e NEW OnDemand OPI Phone Number: 1-844-641-7759

* Provide member AHCCCS ID#

* 4-Digit PIN Codes:
 ACC, LTC, DD, DCS-CHP, and Mercy Care Advantage:
o Clinical - 1203
o Non-Clinical — 1204
* Mercy Care ACC-RBHA:
o Clinical — 2076
o Non-Clinical - 1205

M
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https://www.mercycareaz.org/content/dam/mercycare/pdf/langlineaccessinstructions_ua.pdf
http://www.mercycareaz.org/
tel:1-855-380-5345
tel:1-855-380-5345
tel:1-855-380-5345
tel:1-855-380-5345
tel:1-855-380-5345
tel:1-855-380-5345
tel:1-855-380-5345

OnDemand Video Remote Interpreting (VRI) services

* Prior setup required
* TransPerfect Connect VRI Application or Web browsers
* Connects interpreter service using a tablet, desktop computer or laptop
* Download on provider device, NOT on the member’s device
* Client ID and Client PIN are unique to provider agency
* One Client ID and Client PIN per provider

* Email Mercy Care’s Cultural Competency Office for more information
and to request a username and password:
CulturalCompetency@ MercyCareAZ.org

M
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OnDemand Video Remote Interpreting (VRI) services

VRI essentials to ensure smooth and reliable communication:

Updated 8/2026

Equipment:

O

O

O

O

High-definition webcam

Microphone

Noise-canceling headphones/headset

Devices newer than iPhone 11 and Android 11

Network:

O

O

High-speed (broadband) internet connection
Minimum 5Mbps upload/download dedicated for audio/video

= latency < 100ms

M
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Mandatory use of OPI, VRI, or SVI
for appointments that are less than of equal to 1 hour

Pathways to access interpreters :

1. OnDemand Services provides direct access to interpreters without scheduling.
a. Providers can use OnDemand Over-the-Phone Interpreting (OPI) for spoken languages
a. Services are rendered through our vendor Language Line.
b. Providers can use OnDemand VRI to access American Sign Language (ASL) interpreters
a. Services are rendered through TransPerfect Connect.

2. Scheduled Services require advanced set up with Mercy Care Member Services.
a. Mercy Care Members Services is responsible for managing all scheduled interpretation requests.
b. Providers can request interpretation be set up as:
i. Scheduled Virtual Interpreting (SVI)- aka video, or
i. Please note providers must include the appointment link, meeting code and password for
video interpretation requests.
ii. Over-the-Phone (OPI).
i. Please note that Scheduled OPI is primarily used to address rare languages.

M
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https://www.mercycareaz.org/content/dam/mercycare/pdf/langlineaccessinstructions_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/langlineaccessinstructions_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/langlineaccessinstructions_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/langlineaccessinstructions_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/langlineaccessinstructions_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/vrioverview_ua.pdf

Scheduled services

* Pre-scheduled interpretation services

* Direct request to Mercy Care Member Services
* Mercy Care ACC/DDD/ALTCS: 602-263-3000 or 1-800-624-3879
* Mercy Care ACC-RBHA: 602-586-1841 or 1-800-564-5465
* Mercy Care Advantage: 602-586-1730 or 1-833-711-0776
* Mercy Care DCS CHP: 602-212-4983 or 1-877-436-5288

* Member Services will not schedule appointments more than 30 days
in advance

* Providers are responsible for managing their requests

M
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Interpretation request

Confirm clinical need of the interpretative service

Confirm eligibility before request

V
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Interpretation services for Mercy Care members

Any scheduled interpretation services delivered outside of this scheduling process

will not be paid by Mercy Care.

M
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Interpretation services for Mercy Care members

M
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Arizona Commission for the Deaf and Hard of Hearing

daatine

Arizona Commission

for the dead and the hard of hearing

Updated 8/2026

Espafiol

Deaf | Hardof Hearing | DeafBlind | FamilyServices | Interpreters | Telecommunications | AboutACDHH | Getlnvolved | QU | o

Search the Directory PR—

By far, information and referral services make up the bulk of ACDHH efforts. Over the years, more than 1.2 million calls were received on a variety of topics. Requests for
information come from both people with and without hearing loss.

The Arizona Commission for the Deaf and the Hard of Hearing distributes information as a public service. There is no implied endorsement, affiliation, or promise of accuracy of

the information.

If your business is not listed in our resource directory and you would like 1o be, click here.

1. Select a Service: @ Interpreter

(' Hard of Hearing

O Deaf
2. Choose a Category: [Interpreting Agencies v
3. Choose a City: Phoenix v

Download Results Email Resulis

M
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https://www.acdhh.org/resources/?service=interpreter&category=Interpreting+Agencies&city=Phoenix

Appointment recommendations

Do Don’t
* Document language service within the direct * Schedule meetings on holidays or when the
service note agency is not open
e Use OPI, or SVI for all appointments lasting one  Whenever possible, do not schedule last
(1) hour or less minute appointments (no less than 48 hrs

spoken languages, 5 business days for ASL)
— cannot guarantee appointment will be
filled in person

* Take note of members with frequent * Allow interpreters to schedule
cancellations — we are tracking them appointments
* Use qualified bilingual staff to perform covered * Allow interpreters to provide transportation

services whenever possible

On Demand Services are available 24/7 to assist with continuity M
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Cultural Competency (CC-2): Preferred Language- Oral

AHCCCS Behavioral Health Clinical Chart Audit (BHCCA) standard

Requirements/Guidelines:

There is evidence in the clinical chart that service providers assessed the need for qualified
interpretation services to communicate (oral) in the preferred language of the member or child and
family or healthcare decision maker, if applicable, and provided the service if indicated as a need
(e.g., bilingual staff interpreters, contract interpreters, telephone interpreter lines, etc.).

Scoring:

Yes: The member/family was asked their preferred language and there is evidence in the clinical
chart to reflect that qualified interpretation services were provided in the member’s preferred
language.

No: The member was either not asked their preferred language or there is no evidence in the
clinical chart to reflect that qualified interpretation services were provided in the member’s
preferred language.

M
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Cultural Competency (CC-2): Preferred Language- Oral

A few ways to document a member’s preferred language for direct services:

* Document that the service was provided in the member’s preferred language within the body of
the direct service note,

e Bill T1013 that corresponds to every direct service note provided to the member with a preferred
language other than English

* Providers who have an “interpretation” prompt built into their progress note template,
depending upon what EMR the provider uses;
o i.e.acheck box that can be selected when interpretation is provided for the direct service.

o However, the provider wants to show evidence that interpretation is being provided
would be scored.

From an audit perspective, any/all of these ways would be sufficient

M
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Preferred interpreter

* |Interpreters are scheduled at time of request
* Request for specific gender

* Clinical exceptions are reviewed on a case-by-case basis
e Submit to CulturalCompetency@mercycareaz.org

* OnDemand Services available to ensure continuity

M
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Rare languages

* Languages that are not commonly spoken and available in the community

* Check other common languages known and/or used by the member
* Ask if other languages can be used for appointments

* Document identified language as part of assessing the member’s language

need in their service plan

M
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Group session

When scheduling interpretation for a group session or shared
appointment involving multiple members who speak the same
language:

* Schedule by time and not by member

* Use 3:1 ratio: 3 members to one interpreter

Example: Group session has five (5) members who speak Spanish,
two (2) requests should be submitted to ensure members can have
meaningful access to programs and activities.

M
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Team interpreters

Submit one request per language when interpretation is needed in
two or more languages for a member’s appointment.

Example: A member who is deaf and hard of hearing requests
American Sign Language (ASL) and a Certified Deaf Interpreter
(CDI), two (2) requests should be submitted to ensure members
can have meaningful access to programs and activities.

M
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Cancellations/Reschedule

* Contact Mercy Care Member Services in a
timely manner

* If rescheduling is required, notify Member
Services of change right away

e Reschedules within 48 hours will be
canceled and issued a new request #

* Reason tracked by the provider

M
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Role of interpreter:

Conduit

Ensures accurate and complete flow of communication and
maintains the integrity of the interpretation through meaning
for meaningful interpreting.

Clarifier

The clarifier ensures resolution of any confusion or
miscommunication due to the language used, including
speaker’s vocabulary and syntax.

Cultural Broker

Cultural Broker

A cultural broker intervenes only to share or exchange
cultural information with the intent of ensuring clear
communication.

M
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Interpreter is NOT

e Advocate

e Companion

e Chauffer

e Babysitter

e BHT

e Member of clinical team

The interpreter is not responsible for the member’s care or
coordination of care.

M
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Mercy Care resources and support
(not for scheduling or rescheduling appointments)

Cultural Competency: CulturalCompetency@ MercyCareAZ.org

Network Management:
MercyCareNetworkManagement@MercyCareAZ.org

Ombudsman: OIFATeam@ MercyCareAZ.org

Grievance System Department:
602-586-1719 or 866-386-5794 (TTY 711)

Fraud Hotline: 1-800-810-6544
™M
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Questions?




Brief Summary

v

v

Language access is not just a compliance requirement; it is essential to quality
care and positive member outcomes.

Providers are responsible to comply with federal and state laws by offering
interpreter and translation services, including sign language interpreters, to
limited English proficiency (LEP) members.

When necessary, and as services are available, providers may request to utilize
Mercy Care language services to ensure members’ language needs are met.

Whenever possible schedule no more than 30 days and no less than 5 business
days prior to the appointment.

Any scheduled interpretation services delivered outside of this scheduling
process will not be paid by Mercy Care.

Providers must report to Mercy Care any “red flags” regarding interpreters,
including failing to show up for appointments or inappropriate conduct.

M
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Education and Training Opportunities

* Course Name: *AWFDA - Limited English Proficiency (LEP) -Relias

e Module 1: Providing Health Care & Screenings to Individuals with Disabilities
(1.0 credits)

e Module 2: Accessible & Adaptive Communication (0.5 credits)

 Training for Frontline Staff to Collect Disability Status A/

 Training Materials to Assist Healthcare Workers When Interacting with People
Who are Visually Impaired

M
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https://unh.az1.qualtrics.com/jfe/form/SV_1B5WLVvguiDtBZ4?RID=MLRP_09Auw6f5geFlywS&Q_CHL=email
https://unh.az1.qualtrics.com/jfe/form/SV_1B5WLVvguiDtBZ4?RID=MLRP_09Auw6f5geFlywS&Q_CHL=email
https://unh.az1.qualtrics.com/jfe/form/SV_3KH769aNL18oYXc?RID=MLRP_09Auw6f5geFlywS&Q_CHL=email
https://unh.az1.qualtrics.com/jfe/form/SV_3KH769aNL18oYXc?RID=MLRP_09Auw6f5geFlywS&Q_CHL=email
https://ucdenver.egnyte.com/dl/T5E5na6K2I
https://ucdenver.egnyte.com/dl/T5E5na6K2I
https://ucdenver.egnyte.com/dl/T5E5na6K2I
https://www.afb.org/research-and-initiatives/serving-needs-individuals-visual-impairments-healthcare-setting
https://www.afb.org/research-and-initiatives/serving-needs-individuals-visual-impairments-healthcare-setting
https://www.afb.org/research-and-initiatives/serving-needs-individuals-visual-impairments-healthcare-setting

Mercy Care Provider Manual and Notices

e AHCCCS Contractor Interpreter Process

e Provider Manual April 2026 Update

e 2025 Language Line Solutions Quick Reference Guide

e Mandatory use of OPI, VRI, or SVI Requirements

* In-Person Interpretation Services

* Preferred Interpreter

M
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https://files.constantcontact.com/26691f85401/89d9f0e3-9bec-403d-ac6c-a0d8d52440be.pdf
https://files.constantcontact.com/26691f85401/89d9f0e3-9bec-403d-ac6c-a0d8d52440be.pdf
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/www.mercycareaz.org/content/dam/mercycare/pdf/Chapter%20100%20MC%20PM%20202604_UA.pdf
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/www.mercycareaz.org/content/dam/mercycare/pdf/Chapter%20100%20MC%20PM%20202604_UA.pdf
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/www.mercycareaz.org/content/dam/mercycare/pdf/Chapter%20100%20MC%20PM%20202604_UA.pdf
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/www.mercycareaz.org/content/dam/mercycare/pdf/Chapter%20100%20MC%20PM%20202604_UA.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/langlineaccessinstructions_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/langlineaccessinstructions_ua.pdf
https://lp.constantcontactpages.com/cu/Aioptrg?source_id=98c4ec4b-d203-4a3a-9ce8-6635b517a261&source_type=em&c=
https://lp.constantcontactpages.com/cu/Aioptrg?source_id=98c4ec4b-d203-4a3a-9ce8-6635b517a261&source_type=em&c=
https://www.mercycareaz.org/content/dam/mercycare/pdf/PNinpersoninterpretation_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/PNinpersoninterpretation_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/PNinpersoninterpretation_ua.pdf
https://www.mercycareaz.org/content/dam/mercycare/pdf/PNinpersoninterpretation_ua.pdf
https://myemail.constantcontact.com/Preferred-Interpreter.html?soid=1118183724642&aid=EUq5VP7FZVM
https://myemail.constantcontact.com/Preferred-Interpreter.html?soid=1118183724642&aid=EUq5VP7FZVM

Standards of Practice and Code of Conduct

Providers and vendors only use nationally certified or qualified
anguage interpreters for language interpretation services.

nterpreters who serve Mercy Care members comply with the
standards of practice for interpreters as set by the US Department
of Health and Human Services by the National Council on
Interpreting in Health Care, Registry of Interpreters for the Deaf,
Inc. (RID) and any requirements of government sponsor.

National Standards of Practice for Interpreters in Health Care

National Code of Ethics for Interpreters in Health Care
NAD-RID Code of Professional Conduct

M
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http://www.ncihc.org/assets/z2021Images/NCIHC%20National%20Standards%20of%20Practice.pdf
http://www.ncihc.org/assets/z2021Images/NCIHC%20National%20Code%20of%20Ethics.pdf
https://drive.google.com/file/d/0B-_HBAap35D1R1MwYk9hTUpuc3M/view?usp=sharing
https://drive.google.com/file/d/0B-_HBAap35D1R1MwYk9hTUpuc3M/view?usp=sharing
https://drive.google.com/file/d/0B-_HBAap35D1R1MwYk9hTUpuc3M/view?usp=sharing

Follow us
@MercyCareAZ
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https://www.facebook.com/MercyCareAZ
https://twitter.com/MercyCareAZ
https://www.instagram.com/mercycareaz/
http://www.youtube.com/channel/UCilknXQ7i9xvrKUTSbqGIkg
https://www.linkedin.com/company/mercycareaz/

Thank you
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