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Health Equity
Standards

Aetna conducts an annual assessment that
seeks to understand the following:

Utilization of language services

Availability of language services when
requested

Satisfaction when language services are used

This evaluation assesses language services
utilized by members and staff of Aetna
including instances of bilingual services, oral
interpretation, and written translation.

The 2024 assessment was distributed both
internally and externally in March of 2024.
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Presenter Notes
Presentation Notes
Health Equity Accreditation includes a rigorous set of standards that must be met. ABHKY was one of the first MCO’s in the state to acquire this accreditation and have maintained our Health Equity Accreditation status since. 
�Language access is a huge part of that commitment. 

The Health Equity subcommittee met recently to discuss an annual assessment of our offered language services. The assessment concluded that: �
- Our ethnicity and racial makeup reflects the state of Kentucky.
- Our language needs reflect the state of Kentucky.
- Based off languages spoken by providers, ABHKY possess a wide-ranging network that can appeal to the members. 



| language | 2023 |

] # % of Total

m 271,040 97.59%

| French | 29 0.01%

| Spanish ~ [EEENCRPE 2.21%

274 0.10%

o oo

7 0.00%

| Unknown [Pl 0.08%
Lang uage 2rr.rat el
Roquest

Usage Interpretation Calls
ASL 3.73%
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Presenter Notes
Presentation Notes
ABHKY members can self-report which language they speak as a primary language. They can choose to not report, or can fill out the 834 form incorrectly leading to an “unknown” language populating. ��The bottom graph shows the language line usage throughout 2023. 
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Access

Language/Non-Discrimination notice
included in the member guide, available
online, available through the member
portal, and mailed to members at least
once a year

Health education classes will be offered in
Spanish beginning 2025

Member Services procedure in place to
assist with connecting members to
translation/interpreter services, including:

* Spanish
ASL
Swabhili

©2023 Aetna Inc.

ENGLISH: ATTENTION: If you speak English, language assistance services, free of charge, are available to you. Call
the number on the back of your ID card or 1-800-385-4104 (TTY: 711).

SPANISH: ATENCION: 5i habla espanal, tiene a su dispasicion servicios gratuitos de asistencia linglistica. Llame al
numera que aparece en el reverso de suU tarjeta de identificacion o al
1-800-385-4104 (TTY: 711).

CHINESE::£&: MRTEHEEDI, Tolll BB SRSENRS - FEER D FEEETREREE
1-300-335-4104 (TTY: 711},

GERMAN: ACHTUNG: Wenn 3ie deutschen sprechen, kdnnen Sie unseren kostenlosen Sprachservice nutzen. Rufen Sie
die Nummer auf der Ruckseite Ihrer ID-Karte oder 1-800-385-4104 (TTY: 711) an.

VIETMAMESE: CHU ¥: néu ban ndi ting viét, cd cic dich vu hd tro ngdn ngl¥ mién phi danh cho ban. Hiy goi 58
o & mat sau thé id cla ban hodc 1-800-385-4104 (TTY: 711).

{1-B00-385- o f gl By Gl ARRBIC 2o pdll 0l L e dll g4 gl facl il s iy o sl Zusa S 1Y il
1711 A0 5 L0104

SERBO-CROATIAM: OBAVESTEMIE: Ako govorite srpski, usluge jezicke pomodi dostupne su vam besplatno.
Pozovite broj na poledini vaie identifikacione kartice ili broj 1-800-385-4104 (TTY - telefon za osobe sa
oitecenim govorom ili sluhom: 711).

JAPANESE: TESE:BFERSELEO AR EHTEESH-FOY-FAEZABLWEE T ST .0
-FEEOEEES. 3-(31-800-385-4104 (TTY: 71 F T 2B (S,

FREMCH: ATTENTION: si vous parlez frangais, des services d'aide linguistique vous sont proposés gratuitement.
Appelez le numéro indiqué au verso de votre carte d'identité ou le 1-800-385-4104 (ATS: 711).

KOREAN: T2 St 0{E AESHAE S, 00 7|8 HH2E S22 0]88hE + 9&UD 439
DFIE SEY e HMEEL} 1-800-385-4104 (TTY: 711} H2E HES| Z4 M2

PEMNM DUTCH: Geb Acht: Wann du Deitsch Pennsilfaanisch Deitsch schwetzscht, kannscht du mitaus Koschie ebber
gricke, ass dihr helft mit die englisch Schprooch. Ruf die Nummer uff, ass hinne uff dei 1D card iss, odder ruf 1-800-
3B5-4104 (TTY-711).

NEPALI:
T R Em%%ﬂ?ﬁuﬂmﬂ 27 A ATTERT TN TS FTATYN TR T 8w
sy 7 TU AT AT FTEET T1f2 T THET 1.800-385-4104 TTY: 711) AT B THE|

OROMO {CUSHITE): Hubadhu: yoo Oromoo dubbatta ta'ee, gargaarsa tajaajiiloota afaanii, kaffaalttii bilisaa ni jiraa siif.
Lakkoofsa bilbiilaa ID kee duuba irraa jirvun yookiin 1-800-385-4104 (TTY: 711).
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Language Access In
Practice

Q

At Home

If amember is in need of language
services of any kind, they can call direct
to Member Services. Member Services
would then call the Language Line.

The call would connect a Member
Services representative with a Language
Line representative for a three-way call
with the member, and the interpreter will
interpret the call in real-time.
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EE
At the Doctor

The Provider will call the Member Services line
with the member in the office. Member Services
would then call the Language Line.

The call would connect a Member Services
representative with a Language Line

representative for a three-way call with the
member and Provider, and the interpreter will
interpret the call in real-time.

If a Provider anticipates the need for an interpreter
for a future appointment, they may complete a

form and send it to:contactusky@aetna.com.

The KY Member Services team leads will work to
set up future appointments.
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Presenter Notes
Presentation Notes
Member Services works diligently to connect members with the language services they need. In addition to having a bilingual staff member on their team who can assist Spanish-speaking members, Member Services has the ability to connect members with a live interpreter through the Language Line. 

mailto:contactusky@aetna.com
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of Kentucky ' Médico

«Month» «Day», «Years

Estimado Padre/Madre o Tutor de
«MemberFirstName»: eMemberlLastNa
«MemberFirstName» «Member-LastNa

Su salud importa.

La prevencion de la enfermedad es me|
son una forma de protegerlo contra en
para ver que vacunas son adecuadas p:

s Virus del papiloma humano (VPH
Se recomienda entre los 9 y los 14 afio
El VPH puede provocar canceres y enfe
estan presentes. La mayoria de las vece

si tiene el virus, la vacuna contra el VPH

Usted DEBE completz
Recibira su proxim

Preguntele a su médico acerca de lo sic
Queremos que se sienta lo mejor posibl
médico. Atentamente,

Aetna Better Health of Kentucky

o Wm0 2 s @

Protejamos a nuestros nifios de
los canceres causados por el VPH

La vacuna contra =
el VPH previene el %%"f' =
cancer.

Podemos ayudar a reducir . B .
el riesgo de cancer en Dieta saludable  Actividad fisica  Protectorsolar  No tabaco

nuestros nifios ayudandoles Podemos ayudar a prevenir la mayoria de los canceres causados
atomar decisiones por el VPH al poner la vacuna contra el VPH a nuestros nifios entre

saludables de por vida. los 9y 12 afios.

No espere a vacunar.
La vacuna La Sociedad Americana Contra El Cancer recomienda que toedos
contra el VPH los nifos reciban la vacuna contra el VPH entre los 9 a 12 afos.
puede pre\;enir Los adolescentes que inician la serie de vacunacion tarde pueden
mds del 90% necesitar 3 dosis.
de los canceres Y O
causados por el Atiempo _®  Tarde Tarde - Dosis
2 1 afiors adicional
VPH cuando se B-J.lan-cs 13-14 ar-o- 15-36 afios 7
reciben durante LTS 2bosis 3 Dosis
las edades
recomendadas. La edad importa. Al vacunar a su nifio(a) a tiempo, puede darle la
mejor proteccion contra los canceres causados por el VPH.

La vacuna contra el VPH brinda La vacuna contra el VPH
proteccion seguraq, efectivay es para todos los nifios
duradera. y ayuda a prevenir

Cientificos y organizaciones de

salud en todo el mundo supervisan tipOS de

cuidadosamente |a seguridad

de la vacuna contra el VPH y han cdncer

determinado que es segura y efectiva.

Obtenga mds informacién en cancer.orgfvph, y hable con el médico de su nifio
sobre la vacuna contra el VPH.

‘;Y American Mission Ca vaetna
Cancer ml ncer etna Better Hea
Society’ Free o Kemiuaky o

B racurin o alabrs coe el mporps parial dal pearro WA de o Castros
s

€I, Arehzar e Eaclnty nc. N, QETTERev. 3734
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Materials

The Member Handbook, SKY Companion
Guide, and Value Added Benefits Guide are
available in both English and Spanish, the
two primary languages of Aetna members

Member materials are translated as

requested into Spanish, whether through
CQ Fluency portal or through partners

vaetna



Y CVSHealth. Community Resource Directory

Looking for help?

‘Get started by searching for local services in your area and be with

Resources

Where
Edmond.OK.73034

Additional Search Filters ~
7/ Hawing trouble finding a resource near your 2ip code? Using the additional filters dropdown: Expand the Distance radius in additional filters OR Select the Online Resources Only
checkben to expand your reach to National or Statewide programs

Or browse the categories

= &

- Spanish translation of the Community oo ;
Resource Guide

Goods Health Housing Legal. Tax Services and Transportation
immigration

- Instant Spanish translation of ABHKY website J .
With the touCh Of a button a.etnaf’ Aetna Better Health® of Kentucky Provider sit€ spariol

hat's covered? Apply or renew For members Health and wellness Find a pfovider

ontact us Search Q

- CQ Fluency portal for translated materials

Aetna Better
Health® of
Kentucky

When you choose us as your Medicaid health plan, you're
choosing care you can trust. It's about bringing together
what matters most to your health. Because healthier

happens together®.

We're here for members statewide. Not yet joined? Learn

about becoming a member.

vaetna
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Presenter Notes
Presentation Notes
Our largest, non-English speaking population are Spanish speakers, and we want to ensure these members have access to resources that will help improve their lives and put them on the path to better health.

One resource that is incredibly helpful is a member-exclusive community resource guide, featuring key partners, programs, and community initiatives from across the state. Just as with the public-facing website, translating the site is as easy as the click of the mouse. 


As we head into 2025, we are prioritizing the following
language access and availability changes:
- Improved visibility of language
access/information on website page
- All marketing materials for prospective and
current members will be designed with Spanish
translations
- Department leaders trained to use CQ Fluency
portal for translations of materials

Commitment

to Quality
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Aetna policy statement

All Aetna presentation materials are confidential and proprietary and may
not be copied, distributed, captured, printed or transmitted (in any form)
without the written consent/authorization of Aetna Better Health of
Kentucky.
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Thank you
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