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Cultural Competency
Cultural Competency is a developmental process in which one achieves 
increasing levels of awareness, knowledge, and skills along a continuum, 
improving one’s capacity to work and communicate effectively in cross-
cultural situations. Strategies for practicing cultural competency include:

• Learning about your own and others’ cultural identities

• Combating bias and stereotypes

• Respecting others’ beliefs, values, and communication preferences

• Adapting your services to each patient’s unique needs

• Gaining new cultural experiences
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Cultural Humility
Cultural humility is a reflective process of understanding one’s biases and 
privileges, managing power imbalances, and maintaining a stance that is open to 
others in relation to aspects of their cultural identity that are most important to 
them. Strategies for practicing cultural humility include:  

• Practicing self-reflection, including awareness of your beliefs, values, and implicit 
biases

• Recognizing what you don’t know and being open to learning as much as you can
• Being open to other people’s identities and empathizing with their life 

experiences
• Acknowledging that the patient is their own best authority, not you
• Learning and growing from people whose beliefs, values, and worldviews differ 

from yours

ThinkCulturalHealth.hhs.gov



What are CLAS Standards?

• The CLAS Standards are intended to advance health equity, improve 
quality, and help eliminate health care disparities by providing a 
blueprint for individuals and health and health care organizations to 
implement culturally and linguistically appropriate services. 

• Adoption of these Standards will help advance better health and 
health care in the United States.

• Comprised of 15 Standards that guide the successful implementation 
and maintenance of CLAS services.



Why Implement CLAS Standards?

• It’s the LAW – compliance with the Federal Anti-Discrimination Law 
Title VI of the Civil Rights Act of 1964.  Any organization receiving 
federal funds must comply with CLAS standards.

• Healthier, More Satisfied Clients – increased and improved 
communication, understanding and consent.

• Improves Business – use funds effectively, increase staff competency, 
satisfaction, morale and retention.  Also improves client loyalty and 
service delivery.



Principal Standard

Provide effective, equitable, understandable and 
respectful quality care and services that are responsive 

to diverse cultural health beliefs and practices, 
preferred languages, health literacy and other 

communication needs.



Principal Standard – Action Steps

• Training –
• Organizational ethics and values

• Cultural competency

• Determine client language, cultural and spiritual preferences at intake

• Incorporate preferences in service planning and delivery

• Cultural competence evaluated in staff performance



Governance, Leadership & Workforce

2. Advance and sustain organizational governance and leadership that 
promotes CLAS and health equity through policy, practices, and 
allocated resources.

3. Recruit, promote, and support a culturally and linguistically diverse 
governance, leadership, and workforce that are responsive to the 
population in the service area.

4. Educate and train governance, leadership, and workforce in 
culturally and linguistically appropriate policies and practices on an 
ongoing basis.



Governance, Leadership & Workforce –
Action Steps

• Educate board on CLAS Standards

• Ensure leadership learns and utilizes CLAS standards in decision 
making, policy development and resource allocation.

• Promote and practice EOE 

• Resources to recruit staff representative of communities served

• Identify and recruit board members that are culturally diverse and 
represent the communities served

• Identify and reward employees who are bi or multi-lingual.



Communication & Language Assistance

5. Offer language assistance to individuals who have limited English 
proficiency and/or other communication needs, at no cost to them, to 
facilitate timely access to all health care and services.

6. Inform all individuals of the availability of language assistance services 
clearly and in their preferred language, verbally and in writing.

7. Ensure the competence of individuals providing language assistance, 
recognizing that the use of untrained individuals and/or minors as 
interpreters should be avoided.

8. Provide easy-to-understand print and multimedia materials and signage 
in the languages commonly used by the populations in the service area.



Communication & Language Assistance –
Action Steps

• Identify appropriate staff resources needed to provide language assistance services
• Ensure staff are practicing culturally competent practices – contracts and policies
• Peer review tool assesses the use of bilingual staff and/or interpreter and translation 

services
• Utilize materials that are available in Spanish for those who prefer and require such materials
• Qualified staff to provide written translation services
• Clients advised of rights in their primary language and are provided access to a copy of those 

rights on an ongoing basis.
• Use of ALTA Language Proficiency Testing for all employees who provide interpretation or 

translation services.
• Use of contract vendors as warranted to provide additional support or for less common 

languages.
• Ensure all reception and phone messages have an English and Spanish message.



Engagement, Continuous Improvement & 
Accountability

9. Establish culturally and linguistically appropriate goals, policies, and 
management accountability, and infuse them throughout the organization’s 
planning and operations.

10. Conduct ongoing assessments of the organization’s CLAS-related activities 
and integrate CLAS-related measures into measurement and continuous quality 
improvement activities.

11. Collect and maintain accurate and reliable demographic data to monitor and 
evaluate the impact of CLAS on health equity and outcomes and to inform 
service delivery.

12. Conduct regular assessments of community health assets and needs and use 
the results to plan and implement services that respond to the cultural and 
linguistic diversity of populations in the service area.



Engagement, Continuous Improvement & 
Accountability Cont…

13. Partner with the community to design, implement, and evaluate 
policies, practices, and services to ensure cultural and linguistic 
appropriateness.

14. Create conflict and grievance resolution processes that are culturally 
and linguistically appropriate to identify, prevent, and resolve conflicts

or complaints.

15. Communicate the organization’s progress in implementing and 
sustaining CLAS to all stakeholders, constituents, and the general public.



Engagement, Continuous Improvement & 
Accountability – Action Steps

• Ensure that delivery of services in alignment with CLAS standards is part of the agency’s strategic plan.

• Gather client satisfaction information on CLAS implementation from the Perception of Care Surveys

• Use data to identify areas needing improvement and implement PIPs to address

• Collect demographic info as outlined in contracts.

• Review outcome reports to determine if any action is needed to enhance or improve service delivery

• Conduct workforce analysis every 2 years based on cultural and linguistic characteristics of community 
served. 

• Clients advised of their rights in their primary language

• Written rights and grievance procedures are posted and distributed in English & Spanish

• Conflict resolution and grievance process is conducted in the language of the client’s choosing

• Provide info to Board of Directors on how culturally competent services impact service delivery

• Review and approve the CLAS plan annually



Equity, Diversity, Inclusion


