
 
 

 
 

 
 

Developing 
Partnerships for 
Culturally and 
Linguistically 
Appropriate 
Services (CLAS) 



 
  

LeTonya Smith, CRNP 
iQuality Improvement and Innovation Group (iQIIG), Division 
of Community and Population Health (DCPH) 

1 

Welcome



 
 

 
  

  

 
 

O
BJ
EC
TI
VE
S Describe how CLAS standards

support health equity.
 Identify potential partners

with whom you can share this
information.
Create your own

CLAS standards education
program based on tools and
resources shared.
Apply lessons learned to your

own CLAS technical assistance
program.
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  Preparing for CLAS 

Tammy  Geltmaker,  RN,  BSN, MHA, CPHQ 
Program Director 
Qsource 
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Background 

 Although nearly a quarter of Indiana’s population is made up of diverse
races, cultures, and ethnicities, they are primarily located in “pockets” in
several areas of the state.
 In addition to the diversity represented by race, culture and ethnicity,

Indiana is largely rural with many Amish and/or farming communities.
 To address the diverse populations, various cultures, and many

languages, Qsource has initiated a campaign to introduce CLAS to the
communities – including community-based organizations and
healthcare providers.
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Indiana Racial/Ethnic Diversity (1 of 2) 

 

2.28% 2.68% 0.40% 
7.64% 

10.12% White Non-Hispanic 

African American 

Hispanic 

Asian 

Two or More Races 

American Indian 

76.88% 
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Indiana Racial/Ethnic Diversity (2 of 2) 

Source: US Census Bureau 2020 Census.gov 6 

https://Census.gov


  

  

 Indiana Urban and Rural Areas 

6,696,893 
Estimated population 

1,463,816 (21.9%) 
People  living in nonmetro areas 

Source: US Census Bureau 2020 Census.gov 7 

https://Census.gov


 

    

 Initial Challenges 

 Lack of familiarity with CLAS among QIO staff 
 Limited interest initially from partners and stakeholders 
 Access to translated resources from trusted sources 
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Internal Education (1 of 2) 

 Created a comprehensive written plan outlining strategies for engaging 
stakeholders, training internal staff and providers, conducting CLAS 
assessments, and developing action plans 
 Created an internal training plan for team members 
 Created a standardized email script and talking points for use with 

correspondence and discussions around CLAS 
 Developed two slide decks with speaker notes to use when presenting 

on CLAS 
• Abbreviated version for simple introductions to CLAS 
• Expanded version for conducting CLAS education 
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Internal Education (2 of 2) 

 Established monthly meetings with members of the Qsource Health 
Equity team and external subject matter experts, X4 Health 
 Compiled a library of evidence-based resources to assist organizations 

with developing and implementing their CLAS action plans 
 Completed research on populations in Indiana to gain insight into 

factors contributing to disparities and shared results with the entire 
team 
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The CLAS Technical 
Assistance (TA) Program 
and Marketing Strategies 

Tara Hatfield, MHA, BSN, CPHQ 
Education and Outreach Coordinator 
Qsource 
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  CLAS Technical Assistance Program 
(1 of 2) 

Office of Minority Health – Think Cultural Health 
 15 Standards 
 The Blueprint 
 Resources for Healthcare Professionals 
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  CLAS Technical Assistance Program 
(2 of 2) 
Qsource Resources 
 "The Case for CLAS" 
 CLAS Recruitment flyer 
 CLAS Presentations with 

scenario discussion 
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  CLAS Technical Assistance Program 
 Virtual or on-site CLAS education and assessment 
 CLAS assessment survey available online 
 Flexible timeline and goal setting 
 Customized Action Plan 

CLAS  
education 

CLAS  
Assessment 

Determine 
standards 

for TA 

Create 
action  
plan 

On-going 
Qsource 
technical 

assistance 

Achieve 
CLAS  
goals 
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CLAS Standards (1 of 2) 
The National CLAS Standards give your health organization action steps 
for providing CLAS. They offer guidance in the areas of: 

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. 
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  CLAS Standards (2 of 2) 

2-4 

5-8 

9-15 

Standards 2-4 
Governance, Leadership,  and Workforce 

Standards 5-8 
Communication and Language Assistance 

Standards 9-15 
Engagement,  Continuous Improvement,  and Accountability 
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Marketing Strategies (1 of 2) 
Internal Strategies 
 Emails with CLAS Program information, contact information, and online survey 
 Included CLAS information in our monthly newsletter and resource library 
 Presented CLAS at each of our Community Coalitions across the state 
 CLAS information shared on our social media 

Ongoing Strategies 
 Emails with CLAS program information, contact information, and online survey 
 CLAS information included in our newsletter, resource library and social media 
 CLAS presentations at each of our community coalitions 
 Customized CLAS presentations to address person-centered care 
 Health equity and CLAS have been added as a standard agenda item at Partnership for 

Community Health (PCH) meetings 
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Marketing Strategies (2 of 2) 
External Strategies 

 CLAS presentations at partner and stakeholder events 
 Collaborated on interactive learning events (live and on-demand) 
 CLAS program information and contact information shared via partner and 

stakeholder newsletters, websites, and social media 
 Partnered with subject matter experts on podcasts 
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Partners 
 Area Agencies on Aging 
 Health systems 
 Local health coalitions 
 Medical associations 
 Rural Health Association 
 State Office of Minority Health 
 State Office of Rural Health 
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 Resources in Other Languages 

 Providing links to CDC, CMS, and 
other organizations that provide 
materials in a variety of languages 
 Partnering with Su Casa and other 

organizations to have materials 
translated 
 Offering our most popular 

resources in Spanish 
 Exploring other translation 

technologies Percentage point change in minority share 
of county population, 2010 to 2020 

Map source: Indiana Business Review (2021). Census results show Indiana’s growing diversity. https://www.ibrc.indiana.edu/ibr/2021/fall/article1.html 
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  Data and Results 

Don Gettinger, BS 
Quality Improvement Advisor 
Qsource 
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 Outreach and Meaningful Discussions 

36 Meetings where we promoted awareness or 
provided education on CLAS 

6 Additional presentations pending by May 30th 

525 People educated through discussions, coalition 
meetings, and stakeholder conferences 
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 Assessment Results 

 Most current and planned 
implementation  in Theme  1:  
Governance, Leadership,  and  
Workforce 

CLAS Responses 

 Theme 3: Engagement,  
Continuous Improvement,  and  
Accountability  follows with the  
number of participants currently  
or planning to implement one  or 
more of the standards 
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Resources Shared 
Internal 
 CLAS Checklist 
 Self-Assessment Tool 
 Action Plan Template 

External 
 Practical Guide to CLAS 

Implementation 
 CLAS Blueprint 
 Think  Cultural Health and Office  of  

Minority Health Websites 
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 Noteworthy Feedback/Observations 

 An organization that works with 
the Burmese population hired 
staff that speak Burmese, but still 
faces issues of mistrust in cases 
where the patient is from a 
different region or dialect. 

 A hospital located near an Amish  
community noted veterinarians  
are a trusted resource for  
healthcare information and would  
be  a  good partner to  share  
important messages.​  
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Lessons Learned (1 of 2) 

 To  successfully  support others,  team  members  need to be given time  
to obtain internal education to feel comfortable  in  the knowledge,  
expertise,  and resources  they can bring to the project. 
 Stakeholders need to see that implementing the CLAS standards is 

not taking on “another project” but can be an important part of 
helping them streamline or focus their health equity efforts. 
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Lessons Learned (2 of 2) 

 The importance of identifying and developing relationships with 
partners who advocate for the various populations at risk and are 
viewed as trusted resources. 
 Revise or customize talking points to better emphasize items that are 

important to that particular audience. 
 Any organization addressing individual or community health, health 

care, or well-being can benefit from the adoption and 
implementation of the National CLAS Standards. 
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 Thank You 

Tammy Geltmaker, Program Director 
Tgeltmaker@qsource.org 

Tara Hatfield, Education and Outreach Coordinator 
Thatfield@qsource.org 

Don Gettinger, Quality Improvement Advisor 
Dgettinger@qsource.org 
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Closing Remarks 

LeTonya Smith, CRNP 
iQuality Improvement and Innovation Group (iQIIG), Division of 
Community and Population Health (DCPH) 
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