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Cultural and Linguistic Services 

Not all words that sound alike in two different languages mean the same thing.  “Sane 
and sano.”  In English you are “sane” when you are in your right mind.  In Spanish you are 
“sano” when you are healthy.

What we all must know . . .            

There are Limited English Proficient (LEP) members, who do not speak English as their 
primary language and who have a limited ability or inability to speak, read, write, or 
understand the English language. 

Interpreters must be made available as needed by face to face or telephone 
encounters with physicians, physician extenders, registered nurses, or other personnel 
who provide medical or health care advice to Kern Family Health Care members.  In 
addition, interpreter services must be available at all pharmacy sites during pharmacy 
service hours.

Family members and/or friends are discouraged from performing interpretive services for 
Kern Family Health Care members.

How do we help our LEP members . . .           

 • We will ensure that LEP members are not subjected to unreasonable 
delays in receiving appropriate interpreter services when the need for such 
services is identified by the provider or requested by the LEP member.

 • More specifically, we ensure that all plan providers are aware of how to 
refer members to appropriate linguistic services via Kern Health Systems’ 
(KHS) Policies and Procedures.

 • We inform our LEP members of their right to free interpreter services via 
the Member Handbooks and other member materials.  We translate all 
member materials into threshold languages (English and Spanish).

 • Vision impaired members can request vital documents in alternate formats, 
such as audio, braille and large print.

 • We have provider language capabilities, as well as the languages spoken 
by their staff, included in the Provider Directory and website to assist 
members in selecting the best provider for their needs.

 • Members or providers may also request one-on-one interpreting services.

 • 24-hour language services available through Language Line



Did you know . . .                    

All providers are required to document the member’s language in the medical record.  
Requests or refusals for interpreter services by members must also be indicated in the 
member’s medical record.

KHS staff utilized as interpreters are required to pass an oral assessment of their bilingual 
skills.  This test is administered by Bakersfield College and kept in the personnel file for 
each bilingual staff member.

How do we ensure compliance . . .

We monitor:

Via the Credentialing and Recredentialing process

Via the updating of the Provider Directory process

Via the Group Needs Assessment

Via the Grievance process



Language Interpreter Services
Language Line Services
KHS contracts with Language Line Services, a telephone interpreting service for members 
who do not speak English 

During KHS Office Hours: Contact KHS’ Member Services Department at 1-800-391-2000. 
A Member Services Representative will assist you or connect you with Language Line 
Services.

After KHS Office Hours: Contact our On Call Nurse at 661-331-7656. The On Call Nurse will 
connect you with Language Line Services.

In-person Interpreting Services
KHS can arrange for a language interpreter to be present during a medical appointment.
Contact KHS’ Member Services Department at 1-800-391-2000 to schedule an in-person 
interpreter. Advance scheduling is required.

Services for the Hearing Impaired
California Relay Services
The California Relay Services (CRS) allows a person using TTY to communicate by phone 
with a person who is deaf, hard of hearing or speech impaired. CRS is a free service. 
Make sure your patient has TTY capabilities in advance of calling.  If you do not have a 
TTY device in your office, call 1-800-735-2922. If you do have a TTY device in your office, 
call 1-800-735-2929.

LifeSigns
KHS contracts with LifeSigns, a sign language interpreter service, for KFHC members 
requiring sign-language services during medical appointments.  Contact KHS’ Member 
Services Department at 1-800-391-2000 to schedule a sign-language interpreter.  
Advance scheduling is required.

Discourage the Use of Family Members or Friends
as Interpreters

KHS discourages the use of family members, friends and especially minors from 
performing interpretive services for KFHC members. This has the potential to 
jeopardize the quality and/or accuracy of information that is relayed to the KFHC 
member and may also present a hardship if the family/friend/minor must deliver 
confidential information. 



Steps to Request Telephonic Interpreting 

Step 1: Figure out what language is needed to provide service to the patient. 
When unable to understand what language is spoken by the patient, 
use the Point to Card on the back of this brochure.

Step 2: Dial 1-800-391-2000. One of our Member Services Representatives will 
connect you to Language Line Services. If calling after office hours, 
contact our On Call Nurse at 661-331-7656.

Step 3: Request a telephonic interpreter in the language of the patient.
Step 4: Brief the interpreter on the encounter (i.e., gender/age of the patient, 

subject of the discussion).
Step 5: Speak directly to the patient. Pause for the interpreter to interpret.
Step 6: Document interpreter use in the patient’s Medical Record.

Key Things to Remember when using an Interpreter

 • Speak directly to the patient, and NOT to the interpreter
 • Speak at a moderate pace
 • Use short sentences 
 • Avoid technical terms/medical jargon
 • Ask one question at a time
 • Check for understanding
 • Request the interpreter to interpret everything said
 • Be aware of the lack of equivalent words 
 • Maintain control
  • YOU lead the communication with the patient
  • The interpreter only helps to deliver the message from one language
   to the other

If necessary, remind the interpreter to:

 • Interpret everything said by either party
 • Seek clarification if they did not understand something
 • Notify you when a medical term or expression does not have an equivalent 

in English or the patient’s language
 • Bring up any questions or concerns raised by the patient
 • Avoid answering questions for the patient
 • Avoid giving personal advice or opinion to the patient
 • Avoid getting in a side conversation with the patient

  



Interpretation Service Available
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