- N DREXEL UNIVERSITY
| COLLEGE OF MEDICINE

WOMEN'S CARE CENTER

Sandra M. Wolf, M.D.
Director of Ambulatory Services
Clinical Associate Professor,
Obstetrics & Gynecology

Philadelphia Health & Education Corporation d /b fa Drexel University College of Medicing is a separate nat-for-profie subsidiary of Drexel Ulniversity.

LINKINSG TECHNOLOGY TO A TRADITION 0 F CARING™



SUCCESSFUL PRACTICES

FOR CARING FOR PATIENTS
WITH LIMITED ENGLISH
PROFICIENCY

(In a busy clinical setting.)
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* Biggest Lessons Learned:
e Cultural Competency is the key.
**** Language and Culture are LINKED
« Community Partnerships are key.
* Provider Tools
o Staff Tools

e Patient Tools
 Challenges and Rewards
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The US is currently experiencing its largest wave of
immigration since the beginning of the 20" century.

Example:

« “Among its peer regions, Philadelphia has the largest and
fastest growing immigrant population, which now stands at
over 500,000, comprising 9 % of the total population.”

e Asians account for about 39% of those who have immigrated
to our area.

« Asian Americans have one of the lowest medical screening
rates of all ethnic groups.

Resource: U.S. Dept. of Commerce, Economics and
Statistics | US Census Bureau
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1. Well versed in dealing with barriers to care. We are
skilled at taking care of underserved populations.

2. Mindful of the economic and social determinants of
health.

Do We Need Special Skills for LEP Patient Services?

We’ ve learned that providers, without preparation and support,

struggle with feeling that they lack adequate knowledge or have

necessary abllities to translate their care across language and
cultural barriers.

They may admit their and staff attitudes might interfere with their
care.
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What is it and Why is it so important:

e A set of behaviors and attitudes that come together
In a system and allow us to work effectively in cross
cultural / language situations.

e Describes the ways we provide health services
without having cultural differences hinder our care
or the patient experience.

o Simply — it is health services that are responsive to
beliefs and practices and cultural and language
needs of diverse patient populations. It evolves.
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Cultural Competency begins:

 Recognize a need to be
Prepared.

Immigrant Medicine 2007
Patricia F. Walker
Elizabeth D. Barnett

nt Medicine
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Bridging Refugee Youth & Children’s Services

Bhutanese Refugee Families

This resource provides general cultural information, while rec-

ognizing that every family is unique and that cultural practices Practice Tip:

will vary by household and by generation. Several Bhutanese “Narnaste®isa typical greeting, used when saying hello and
corr_rmunr'ry J'eqder: were in lrem‘m-\.red ForT.’]."s_ bla:kgmunder. gondbye. Literally it means, " bow to you?and may be ae
While general information is provided here, it is best to get to companied by palms pressed together.

know each family and leamn their unigue characteristics; wher-

ever possible, ask members of the community about different

cultural practices. Culture and Religion
Most Bhutanese refugees are Hindu, though a fair
9 60w ' Batmaguim number are Buddhist or Christian. They follow the Nepali

calendar, which differs from the Gregorian calendar used

CHINA inthe U.5. Thus, holiday dates vary fram year-to-year.
There are many Nepali holidays, but some of the most
significant include:

= Dasain (called Dashara by some Bhutanese):

AL e et EoaTy This major holiday, which celebrates the victory
f : ‘TlillllﬁPHU FT.?;P,'E of good over avil, is obser_ved for15 rda%fsr with the
= ’ Jfrongsa ) &th, 9th and 10th days being the most important.
Fare gl".lil'l - This holiday typically accurs in early October.

rang .
M g
Jsimashanm oNgar

Phuentsholing

Tihar {called Diwali in India}: Falling three
weeks after Dasain, usually in late October to early
November, the festival of lights is celebrated for

Samdrup

Gaelephu__/ Jongkhay

| ND IA 5 five days, with the 3rd and 5th days being the most
il o important. The 5th day is brother/sister day, when
o= = ‘f’d - sisters put a blessing on their brothers’ heads.

BANGLADESH

Background

Since 2007, over 60,000 Bhutanese refugees have been
resettled to the United States from refugee camps in
Eastern Nepal (U.5. Department of State, 2012). Origi-

Nepali New Year: Celebrated in mid-April.

Buddha Jayanti: A celebration of the birth of Bud-
dha in early May.

Practice Tip:

Factinn ie a camman aracticg amana Rhitaneds rof iness



Explain who refugees and immigrants are and how they
are part of your region.

 An In-Service with ethnic food!
« Community organization presentation*

Address prejudices. Open discussions. Bring up concepts
of respect, cultural humility and compassion.

Address the real challenges staff will have.
Staff Tools: “I speak” Language materials.

» At every chance: Introduce the patient and her story.

LINKING TECHNOLOGY TO A TRADITION 0OF CARING™



|P

<;” & ..that allows us to work effectively in cross
cultural situations.

Staff Tools: “l speak” Cue Cards:

i}\ Tools are part of A System...

WELCOME
Signage: |

Patient information: Ethnomed

Information in Clinical Practice:
https://ethnomed.org/
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4 & More Tools to help staff and patients:
71

< & 1. Two sided patient information sheets:
English and ...

IMFORMATION FOR PATIENTS SCHEDULED FOR
PELVIC ULTRASOUND or OBSTETRICAL ULTRASOUND

About the Ultrasound Test:

You need to have a full urinary bladder for this test.

Starting one hour prior to your appointment, drink at least four 8 oz. glasses of water.
Do not empty your bladder before the exam begins.

Remember: Drink plenty of water and do not empty your bladder.

Your examination is scheduled for: B |G MAP
Date:

Time: a.m./p.m.

Location:

Pelvic Ultrasound
The Hospital Building at 230 North Broad Street
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Clinical Pearl:
Working with Interpreters
Briefly check in with the interpreter, informing them of the goal

1.
of visit and asking for cultural input.
Assure the patient that we are ALL bound by confidentiality.

Once the visit begins, all communication will be interpreted.

Speak directly to the patient.
Ask one question at a time, avoiding the use of jargon, slang or

metaphor(s).
Briefly check-in with the interpreter after the visit, asking for
additional cultural input. Share feedback about the interpretation

process.
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Students, residents, counselors and staff.

Clinical Pearl:
Working with Interpreters

1.
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TECHNOLOGY TO A

Briefly check in with the interpreter, informing them of the goal
of visit and asking for cultural input.

Assure the patient that we are ALL bound by confidentiality.
Once the visit begins, all communication will be interpreted.
Speak directly to the patient.

Ask one question at a time, avoiding the use of jargon, slang or
metaphor(s).

Briefly check-in with the interpreter after the visit, asking for

additional cultural input. Share feedback about the interpretation
process.
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She may never have been in this situation before!

Introduce the Visit Type: Today you are here for a
gynecology exam...we do a full exam of your heart,
lungs, breast and pelvic / vaginal area.

 Have you ever had a gynecology exam before?

« Women in the US have this every year to help them stay
healthy.

« First I’ Il get a health history, I’ Il tell you more about the exam,
we’ Il do the exam and talk with the interpreter again.

e Introduce the Computer!
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1. Be aware of a woman’ s autonomy in decision-
making and the role that a spouse or matriarchal
family member may plan in decision making.

— Cultural competency.

2. Refugee women and girls are a particularly
vulnerable groups with high exposure rates to
sexual violence, little access to contraceptive or

safe prenatal care.
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The Physical Exam: Issues and Adjustment
Explain

Respect Modesty

Gender of Provider: Educate

More Tools:
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Patient Tools: Written information
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Medication Check-Off

Name & Di : Sun Mon Tue Wed Thu Fri Sat
Irections
Purpose
Aldara Apply 3 times
cream a week X X X
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Our Community Partnerships.

Community based organizations: Of all of our

~ “Tools”, our Community Partnerships are the
most useful.

The Chinatown Clinic

Health Promotion Council of SEPA

Resettlement Agencies: NSC, HIAS, LCFS

SEAMAAC: Southeast Asian Mutual Assistance Association Coalition
Pennsylvania Immigration and Citizenship Coalition

Local Pharmacies!

Build Shared programs!

e Educate patients

» Assist with scheduling and tracking
 Educate staff and providers
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Office documents translated to the patient’s language.

Very helpful and time saving.
Costly and there are bureaucratic obstacles

Translated patient information.
Search the internet.

Instruction sheets and Maps

Covering the basics:

How to read a prescription label.
How to make an appointment.
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How to Read Prescription Labels

PHARMACY NAME AND ADDRESS
At the top of the prescription label, you

" Local Pharmacy
123 MAIN STREET
 ANYTOWN USA 11111

(800) 555-5555

DR C. JONES
NO 0060023-08291

JANE SMITH
456 MAIN STREET ANYTOWN, US 11111

DATE 06-23-08

TAKE ONE CAPSULE BY MOUTH THREE
TIMES DAILY FOR 10 DAYS UNTIL ALL TAKEN

AMOXICILLIN 500MG CAPSULE

QTyY MRG
NO REFILLS - DR. AUTHORIZATION REQUIRED

USE BEFORE 06/23/12

SLF/SLF

T

N

will see the name of the pharmacy
filling your prescription, and its street
address.

PHARMACY PHONE NUMBER
Near the pharmacy's name and
address, you will find the pharmacy's
phone number.

NUMBER OF REFILLS LEFT BEFORE
NEEDING DOCTOR'S APPROVAL
This sample prescription label indicates
that you cannot refill the prescription
without your doctor's approval. If there
were refills, the number of refills would

be listed here.

EXPIRATION DATE.....
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Lozal Pharmacy
123 MAIN STREET

ANYTOWN,USA 11111 5555
CR C. JCNES

$0 0060023.08291 DATE 05-23-09

JANE SMITH

43€ MAIN STREET ANYTOWN, US 11111

/w

TIMES DAILY FOR 10 DAYS UNTIL ALL TAKEN

_-’/u KICILLIN 500MG CAP
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fA Challenges!

Cost: Phone interpretation $1.23 / minute. **
Visit time is doubled.

Navigation / care coordination costs

More visits required.

Funding: Grants

Institutional support:. Advocacy time.

** Prolonged service codes: 99213 /214 / 215
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As providers we acquire a global view of health, obtain
rare knowledge and experience, meet unigue people
and contribute to the health of an underserved
population.

For LEP refugees and immigrants: receiving culturally
and language appropriate care improves health and
leads them to pursue necessary healthcare for
themselves and their families and helps transitions,
and promotes successful integration into our
communities.
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