
Language Access Services
June 7, 2024

Language Access program
Interpreter Services program



Welcome!



Getting started!

Language Access
• American Sign Language (ASL)
• Transcription and captioning services

(Links provided via chat)

Questions
• Use the Q&A feature

This webinar will be recorded



Agenda

Language Access 
program 

Interpreter 
Services program

Q&A session



Language Access at HCA

The Washington State Health Care Authority is 
committed to bridging communication barriers and 
providing meaningful access to our programs and 
services to Limited English Proficient (LEP) individuals 
and to those who are Deaf, DeafBlind, Hard of 
Hearing, and/or visually impaired. 



Language Access Program



Language Access program
Internal program that bridges the communication barrier between HCA 
employees and Washington state residents by providing language assistance to 
clients. 

Committed to help advance equity for those we serve by providing an 
opportunity for everyone to receive information about agency programs and 
benefits and services in their preferred spoken, signed, or written languages. 

Increases ability to fully understand how our agency can assist them and how to 
apply and take advantage of the applicable health care benefits and services 
that HCA offers to live the healthiest life possible. 



Services overview
Translations

• Transcription and captioning services
• Written word
• Alternative format (braille and large print)

Spoken interpretation
• In-person
• Over-the-phone
• Video remote

Sign language interpretation
• In-person
• Video remote



Ongoing improvement efforts

Data analysis Training Collaboration Innovation Community



Resources
Health Care Authority Language Access webpage

hca.wa.gov/about-hca/language-access

How to find translated materials and information about Apple Health coverage 
hca.wa.gov/assets/program/18-012.pdf* (available in 15 languages)

አማርኛ - Amharic | 8–5⅔⁸.1- Arabic | ြမန်မာ - Burmese | អក្សរែខ្មរ - Cambodian 
(Khmer) | 中文 - Chinese | 8–⅘⅔2‍ .- Farsi (Persian) | 한국어 - Korean | ພາສາລາວ -
Laotian | ਪੰਜਾਬੀ ਦੇ - Punjabi | Русский - Russian | Af-soomaali - Somali | Español -
Spanish | ትግርኛ - Tigrigna | Yкраїнський - Ukrainian | Tiếng Việt - Vietnamese

Do not see materials in the language you need? 
Call HCA at 1-800-562-3022

*Source: hca.wa.gov/apply-or-renew-coverage

https://www.hca.wa.gov/about-hca/language-access
https://www.hca.wa.gov/assets/program/18-012.pdf
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012AM.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106372250%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=KARs%2FdpqbnSOW3Z5zccKZw3nFvWxFWnYTirs%2Bo5ypvU%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012AR.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106381431%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=LjY3Yrwx4SerSFq9nQ3DZtVI9r4waafBVPHz37g51HM%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012BS.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106388381%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=BAETKa9ETWLJZnGKrje9eAZDVrIIDKfglP4vW3i4PAo%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012CA.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106394154%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=ZHfMN24BnkZVClB44XQ1wUiZ%2BAxXFpKMf9GmZ%2BgLr2c%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012CA.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106394154%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=ZHfMN24BnkZVClB44XQ1wUiZ%2BAxXFpKMf9GmZ%2BgLr2c%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012CH.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106399806%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=RKn%2BQoqoZn4akiixcovCSoiukx9ds2353dzJXk829mY%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012FA.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106405362%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=3WOQKG1tOeQuFGV0COsviWcUU7w84X5yqHsEpEKCK9Y%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012KO.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106410947%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=zQAzrqvBdCrMDs726iTRMjAGI7fbG1%2BKC6C6GPN1NCE%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012LA.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106416598%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=W1ct9qJHM0BWcTYDdrewQnLpMTie5s0tL%2BvGP8n1T1Y%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012LA.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106416598%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=W1ct9qJHM0BWcTYDdrewQnLpMTie5s0tL%2BvGP8n1T1Y%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012PJ.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106422004%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=WPwoS4zxYM2xFGR9FNXicLpzr3FDWx2%2BAfQt0izUV6U%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012RU.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106427441%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=w0LJCxYDr4BKnGgW9yF81CZcTZ%2B33vlriMOBgLE76xs%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012SM.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106432825%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=xSL%2FwgUgIdMsm8z33HGjmd385SRLevqQs8hxqIzcQz0%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012SP.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106438259%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=aXvxsH1obexwbI0Fs8rCe8QK17DxhU9MXDkUEQDfJRU%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012SP.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106438259%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=aXvxsH1obexwbI0Fs8rCe8QK17DxhU9MXDkUEQDfJRU%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012TI.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106443710%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=%2F7WYCfiutVxpY8%2BmqABo08Nfuv67zdvzyQApuPCc7c8%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012UK.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106449076%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=M4nHZRtllSuxqCfeGr7HnmU0cGRjNLL24Q540%2FM1rLM%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fassets%2Fprogram%2F18-012VI.pdf&data=05%7C02%7Caranzazu.granrose%40hca.wa.gov%7C9d147870d3914c76d5a908dc8678391d%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C638533098106454538%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=EqyrrkREVZkufxN%2FU%2F82aD%2FZQ4nWjefjgYcyTJsKrHY%3D&reserved=0
http://www.hca.wa.gov/apply-or-renew-coverage


Improving and advancing language access is not 
just a necessity but a priority in our pursuit of 

health equity. 

Questions | Suggestions
hcalanguageaccess@hca.wa.gov

mailto:hcalanguageaccess@hca.wa.gov


Thank You!





Introduction to 
HCA’s Interpreter Services

A cost saving program for Medicaid providers to assist in providing 
more equitable health care services for eligible Medicaid clients.

Facilitates 
effective 

communication 
between 

healthcare 
providers and 

clients

Improves 
understanding of 

medical 
information for 

clients

Reduces 
language barriers 

during medical 
appointments

Provides easy 
access to 

Interpreter 
Requesting 
Platforms



Program 
Requirements  

• The health care provider is 
an enrolled HCA Medicaid 
provider.

• The client must be enrolled 
in an allowable Medicaid 
program 

• The appointment is a pre-
scheduled health care 
appointment. 



Provider Responsibilities

• According to Title VI of the Civil Rights Act of 1964 and the Americans 
with Disabilities Act, 

• Providers are required to assure language access. 

If a healthcare provider does not provide interpreting for a 
client, they are federally out of compliance. 

https://www.hhs.gov/civil-rights/for-providers/provider-obligations/index.html


Interpreter 
Services 

Dashboards

There are two dashboards on our HCA Interpreter Services 
Webpage under Resources:

• Signed languages

• Spoken language

• Terms and definitions differ between the two dashboards.

• The dashboards are compatible with Spectrum, to support 
accessibility.

• Privacy notice: HCA is required to protect the privacy of 
individuals receiving services. For that reason, the report 
for spoken language suppresses both the number and 
percentage of interpreter service requests with less than 
50 requests. HCA is required to suppress the number and 
percentage on sign interpreter requests with less than 11 
requests.



Introduction to Sign Language Dashboard

The sign language data only shows HCA data

Data is available from 

March 2023 Current last full month

Data is provided from ODHH monthly

Data is obtained through the ODHH 
online request form system. 

Data is displayed by metric and via 
map



Sign Language 
Dashboard 
Definitions

Completed appointment: 

A request has been filled by an interpreter, 
and the appointment was completed with 
the client and provider.

Fulfilled rate: 

The percentage of total service requests 
where an interpreter was assigned when 
compared to total service requests.



How to Move Through the Sign Dashboards

Select the tabs at the top of the dashboard to move between 
port/page at a time.

Select the page numbers to select a report/page from a 
popup menu.

To change the date range, select the end of data range 
you desire from the pop out calendar.

Then select the start date of the range you desire in the first 
field from the pop out calendar.



Sign Language Dashboard Review
Greater Columbia ACH April 2023 –
April 2024

Review the 
Dashboard 
to find the 
answer:

How many request were 
received 

What service type was most 
common

What contractor fulfilled the 
majority of the requests



Interpreter Services Program Data – Sign Language



Introduction to Spoken Language Dashboard 

Data displayed is for HCA and other agency use including DSHS 
LTC

Data is available for the 
most current 2 years Data changes as it matures

Data is provided from Coordinating Entity monthly. 

Data is obtained from the 
online scheduling platform. 

In-Person data includes 
DSHS and DCYF



Spoken 
Language 

Dashboard 
Definitions

The spoken language dashboard definitions 
were negotiated with the WFSE-Interpreters 
United Union. 

Completed rate: 

Measures whether an interpreter filled a request 
and if the appointment was completed with the 
client and provider.

Contract fill rate: 

Measures whether an interpreter was assigned to 
and accepted a request.



How to Move Through the Spoken Language 
Dashboards
Select the forward or backward arrows to move one 
report/page at a time.

Select the page numbers to select a report/page from a 
popup menu.

To change the date range, select the end of data range you 
desire from the pop out calendar.

Then select the start date of the range you desire in the first 
field from the pop out calendar.



Filter the reports by category, language, job, 
county, program or fill rate.

Select the down arrow for the criteria field you want to 
filter.

Select the check box to the left of the item you want to filter by. PowerBI 
will automatically update the report based on your selections

Select the check box to the left of the item you want to 
filter by. 

PowerBI dashboard training is available to learn more about navigating 
the dashboard. 



Interpreter Services Program Data – Spoken Language



Video Remote Requests
Fill Rate January 2023- March 2024

Review the 
Dashboard to 
answer fill rate 
questions:

How many requests occurred

What is the statewide fill rate.

What is the fill rate for Arabic. 

REMINDER
Contract Completed Rate: Measures whether an interpreter filled a request and if the 
appointment was completed with the client and provider.



Interpreter Services Program Data – Spoken Remote Jobs



Video Remote Requests
Completion Rate January 2023- March 2024

Review the 
Dashboard to 
answer 
completion rate 
questions:

What is the statewide completion 
rate.

What is the completion rate for Farsi.

What language has the highest 
completion rate .

REMINDER
Contract Completed Rate: Measures whether an interpreter filled a request and if the 
appointment was completed with the client and provider.



Completion Rate Video Remote jobs



Returned and 
Unfilled Definition

This metric measures how many 
filled requests were returned (given 
back) AND were never refilled. 

How many filled requests that did 
not have an interpreter for the date 
of service



HCA Video Remote Returned and Unfilled
March 2023-2024

Review the 
Dashboard to 
answer 
returned/unfilled 
questions:

How many requests were returned by interpreters.

What is the statewide returned and unfilled rate?

What language has the highest rate of returned and 
unfilled requests?

REMINDER
Contract fill rate: Measures whether an interpreter was assigned to and 
accepted a request

What is the fill rate and the returned and unfiled rate 
for Pashto?



Returned and Unfilled Rate Video Remote jobs



ISP Projects and Participation

Annual ODHH Expos ODHH Interpreter 
shortage workgroup

DESLanguage Access 
Purchaser Meeting

DES Language Access 
Contractor Meetings

DES Multi-Agency 
Language Access 

community of practice

DSHS LTC Advisory 
Committee

WASCLA monthly 
Language Access 

Update Call

Participating in 2025-
2027 WFSE - LAP 

Contract Negotiations 
with Partner Agencies. 

Provide consultation to 
partner agencies to 

ensure effective 
practice for LAPs.

Provide consultation 
improving SL 

utilization, services, 
resources.

Accessibility Projects

Working with ODHH on 
New SL vendor 

Contracts for Urgent 
and Last-Minute 

Appointments



Resources
• Interpreter Services Webpages

• Spoken Language Data Dashboard

• Spoken Language Dashboard Information Sheet

• Sign Language Data Dashboard 

• Interpreter Services Contact information

• Client Information webpage. Rights and Grievances

• Universal Language Services 

• Office of Deaf and Hard of Hearing

https://www.hca.wa.gov/billers-providers-partners/program-information-providers/interpreter-services-providers
https://app.powerbigov.us/view?r=eyJrIjoiNmM4MDIwNzctMmFkNy00N2EyLTkyODQtM2QyODA0ZjUzNWMxIiwidCI6IjExZDBlMjE3LTI2NGUtNDAwYS04YmEwLTU3ZGNjMTI3ZDcyZCJ9
https://www.hca.wa.gov/assets/program/interpreter-services-spoken-language-data-dashboard-factsheet.pdf
https://app.powerbigov.us/view?r=eyJrIjoiYjU4MzZiNmEtNzgxMC00NmRjLWE1NWItZGY1ZjYwZWNiZDJhIiwidCI6IjExZDBlMjE3LTI2NGUtNDAwYS04YmEwLTU3ZGNjMTI3ZDcyZCJ9
mailto:InterprterSVCS@hca.wa.gov
https://www.hca.wa.gov/free-or-low-cost-health-care/i-need-medical-dental-or-vision-care/interpreter-services-clients
https://hcauniversal.com/requester-guides/
https://www.dshs.wa.gov/altsa/odhh/sign-language-interpreter-contracts-and-resources


Q&A Session



Thank You!
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