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Bi/Multilingual Interpretation Services

As a “covered entity” under §1557 of the Affordable Care Act, Humana must take reasonable steps to provide meaningful access to its health programs and activities through language assistance services for beneficiaries with limited English proficiency (LEP). This includes ensuring that beneficiaries with LEP are provided effective Over the Phone Interpretation during the sales and enrollment process.

What this means to you 

When scheduling an appointment with a beneficiary to review their healthcare needs, please confirm whether they need Over the Phone language assistance. If written translation services are required, materials are available upon request.
(printandfulfillment.adp.com/HumanaDelegatedAgents/Forms/UniversalLogin.aspx).

How to Access Remote Interpretation Services Using Voiance (Available in over 200 languages) 

Voiance, a diversified language services company, has setup a no contract, pay-as-you-go model for agents and brokers to offer interpretation services in 200 languages and video interpretation in 24 languages (including American Sign Language). The current cost to agents for either over the phone or video is $0.95 per minute and may be subject to change. To setup access to this service, please click on this link. 

How to Communicate In-Person in Non-English Languages

If agents choose to provide direct oral language assistance for beneficiaries with LEP as part of their  current or assigned job responsibilities, they must meet the standards to be considered “qualified bilingual/multilingual” as defined in 42 C.F.R. §92.4. To become qualified, agents must achieve proficiency in the non-English language(s) intended to be spoken pursuant to an objective assessment offered by a third-party testing service such as ALTA, or another vendor that assesses proficiency using the Interagency Language Rating scale (ILR) developed by the Federal government. If proficiency is not obtained, agents must instead utilize a Language Line contracted with their affiliated agency/TPMO or Voiance offered by Humana.
Agents and agencies must document their processes and maintain all records regarding qualified bilingual and multilingual agents for auditing purposes. MarketPoint Sales Integrity engages in oversight and monitoring to timely address deficiencies, inclusive of Secret Shopping, call quality reviews, and ad hoc reporting. In the event that issues are identified related to the provision of interpreter services, an investigation will be initiated and findings remediated through corrective action. 
In-Person Sign Language Interpretation 

If an in-person sign language interpreter is needed for appointments with Humana/CarePlus existing or potential members, the Humana Concierge Service Team has setup an in-person sign language service available across the United States to make it easy for agents and brokers to meet Title III of ADA and Section 504 of Rehabilitation Act requirements regarding hearing impaired patients. To schedule an in-person sign language appointment, please call (877) 320-2233 or send an email to accessibility@humana.com and provide the following information:
 
· Humana/CarePlus Member name 
· Your Phone Number 
· Address of Appointment 
· Appointment City 
· Appointment State 
· Date and Time of Appointment 
· Primary language of Appointment (what language do they read?) 

If you do enroll a member who is deaf or blind, please email us at accessibility@humana.com so we can setup the member with a “concierge” level service to ensure we are providing communications in a way that fits their needs.

Questions? 

Agents and Brokers with questions about Humana/CarePlus’ language assistance and American Disabilities Act (ADA) program should send an email to the Humana Web Accessibility at accessibility@humana.com.  

This process also applies to CarePlus.
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