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Health Equity 
Standards

Aetna conducts an annual assessment that 
seeks to understand the following:

Utilization of language services

Availability of language services when 
requested

Satisfaction when language services are used

This evaluation assesses language services 
utilized by members and staff of Aetna 
including instances of bilingual services, oral 
interpretation, and written translation.

The 2024 assessment was distributed both 
internally and externally in March of 2024.

Presenter Notes
Presentation Notes
Health Equity Accreditation includes a rigorous set of standards that must be met. ABHKY was one of the first MCO’s in the state to acquire this accreditation and have maintained our Health Equity Accreditation status since. �Language access is a huge part of that commitment. The Health Equity subcommittee met recently to discuss an annual assessment of our offered language services. The assessment concluded that: �- Our ethnicity and racial makeup reflects the state of Kentucky.- Our language needs reflect the state of Kentucky.- Based off languages spoken by providers, ABHKY possess a wide-ranging network that can appeal to the members. 
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Language 
Requests 2023 Language Line 

Usage
Language Line 

Interpretation Calls

Total Number of 
Calls 938

Spanish 94.3%

Swahili 0.95%

Kinyardwanda 0.42%

Myamar 0.21%

Nepali 0.21%

ASL 3.73%

Language 2023
# % of Total

English 271,040 97.59%

French 29 0.01%
Spanish 6,126 2.21%
No Language 274 0.10%
Russian 28 0.01%
Vietnamese 7 0.00%
Unknown 223 0.08%

Total 277,727 100%

Presenter Notes
Presentation Notes
ABHKY members can self-report which language they speak as a primary language. They can choose to not report, or can fill out the 834 form incorrectly leading to an “unknown” language populating. ��The bottom graph shows the language line usage throughout 2023. 
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Access

• Language/Non-Discrimination notice 
included in the member guide, available 
online, available through the member 
portal, and mailed to members at least 
once a year

• Health education classes will be offered in 
Spanish beginning 2025

• Member Services procedure in place to 
assist with connecting members to 
translation/interpreter services, including: 

• Spanish

• ASL

• Swahili
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Language Access In 
Practice

At Home

If a member is in need of language 
services of any kind, they can call direct 
to Member Services. Member Services 

would then call the Language Line. 

The call would connect a Member 
Services representative with a Language 
Line representative for a three-way call 

with the member, and the interpreter will 
interpret the call in real-time. 

At the Doctor

The Provider will call the Member Services line 
with the member in the office. Member Services 

would then call the Language Line. 

The call would connect a Member Services 
representative with a Language Line 

representative for a three-way call with the 
member and Provider, and the interpreter will 

interpret the call in real-time. 

If a Provider anticipates the need for an interpreter 
for a future appointment, they may complete a 
form and send it to:contactusky@aetna.com. 

The KY Member Services team leads will work to 
set up future appointments.

Presenter Notes
Presentation Notes
Member Services works diligently to connect members with the language services they need. In addition to having a bilingual staff member on their team who can assist Spanish-speaking members, Member Services has the ability to connect members with a live interpreter through the Language Line. 

mailto:contactusky@aetna.com
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Materials

• The Member Handbook, SKY Companion 
Guide, and Value Added Benefits Guide are 
available in both English and Spanish, the 
two primary languages of Aetna members

• Member materials are translated as 
requested into Spanish, whether through 
CQ Fluency portal or through partners
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Resources

- Spanish translation of the Community 
Resource Guide 

- Instant Spanish translation of ABHKY website 
with the touch of a button

- CQ Fluency portal for translated materials

Presenter Notes
Presentation Notes
Our largest, non-English speaking population are Spanish speakers, and we want to ensure these members have access to resources that will help improve their lives and put them on the path to better health.One resource that is incredibly helpful is a member-exclusive community resource guide, featuring key partners, programs, and community initiatives from across the state. Just as with the public-facing website, translating the site is as easy as the click of the mouse. 
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Commitment 
to Quality

As we head into 2025, we are prioritizing the following 
language access and availability changes:

- Improved visibility of language 
access/information on website page
- All marketing materials for prospective and 
current members will be designed with Spanish 
translations
- Department leaders trained to use CQ Fluency 
portal for translations of materials
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Aetna policy statement

All Aetna presentation materials are confidential and proprietary and may 
not be copied, distributed, captured, printed or transmitted (in any form) 
without the written consent/authorization of Aetna Better Health of 
Kentucky.
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Thank you
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