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Health Net’s Cultural &
 
Linguistics Department
 
Sets Industry Precedent
 
The purpose of Health Net’s Cultural & Linguistics (C&L) department is to understand and value all 
of our stakeholders. Since it was founded in 1999, our C&L team has brought diverse communities 
together and prioritized equity among our employees, members and providers. In this way, we help 
our members receive quality care when, where and how they need it. 

Award-winning 
health plan   
From 2011 to 2021, Health Net was the first health 
plan awarded NCQA’s Multicultural Health Care 
Distinction for Commercial, Medicare and Medicaid 
lines of business. 

Demonstrated our commitment and met rigorous 
standards 

  

  

  

 

  

Race, ethnicity and language data collection 

Provision of language assistance 

Network cultural responsiveness 

 Provision of culturally and linguistically  
appropriate services 

Healthcare disparity reduction initiatives  

Our C&L department’s core functions: 
language services, cultural 
competency, health literacy and 
health equity 
Our C&L team members are committed to serve 
California’s most vulnerable residents. They’ve 
taken the industry lead in key focus areas such as: 
cultural competency, services in support of 
people with disabilities, health literacy and 
health disparity initiatives. 

TEAM EXPERTISE 

•	 Cultural issues that impact seniors and persons with  
disabilities 

•	 Cultural issues that impede health care access for  
LGBTQ+ populations 

•	 Cultural issues that make it hard to access health care  
services for recent arrivals and other specialized areas 

•	 Cultural disconnects that may result in perceived  
discrimination on  
– Sex, sexual orientation, race and color 

– Religion, ancestry, national origin and ethnic group  
identifi cation 

– Age, mental and physical disability 
– Medical condition and genetic information 
– Marital status, gender, gender identity and health status 



 
 

  
 

  

  

 
  

 

 
 

  
 

 

 
 

Taking the lead: training others to be experts 
Our training programs foster resiliency and trust-based communication 
among teams in the workplace.  

Health Net and Physicians for a Healthy California launched an educational 
series for providers. It delivers culturally competent care in diverse 
communities that struggle due to 

Language  
barriers 

Cultural  
practices 

Reduced health  
literacy 

Unconscious  
bias 

We’re on the California Medical 
Association’s Advisory Council to 

help develop cultural competency and 
implicit bias training standards and 
guidelines for all CA Continuing Medical 
Education programs starting Jan. 2022. 

At Health Net, Culturally and Linguistically Appropriate Services 
Month is a time to celebrate employee diversity. We also promote a 
no-discrimination environment with a focus on: 

Sensitivities to patients’ preferred languages 

Cultural issues that impact seniors and persons with disabilities 

The care needs for all members regardless of identity 

SNAPSHOT EXAMPLES 
• Hosted two webinars on health disparities and effective communication with 

1,362 attendees 
• Featured Implicit Bias Training with 306 employee attendance 
• Educated 4,000 staff through trainings and articles 

Provider and staff trainings teach how to recognize and manage 
unconscious biases so that equitable care happens. 

SNAPSHOT EXAMPLES 
• More than 300 certificates given out 

to attendees meeting CME and CE 
requirements 

• Over 400 people trained. 
40% attendees identified as clinical/
 
licensed staff
 

We’re proud to refl ect 
our state’s diversity. 
Health Net’s diverse and  
specialized teams refl ect the  
communities we serve.  

SNAPSHOT EXAMPLES 

• Our medical directors practice  
locally each month 

• We support minority-owned  
businesses through our Vendor  
Representation Initiative 

• Thirty-two percent (32%) of 
our titled supervisors are Latino  

• Fifty percent (50%) of our  
company’s Vice Presidents are  
women   

• Across Health Net, our team  
members speak a variety of  
languages, including Armenian,  
Farsi, Hmong, Mandarin, Punjabi,  
Spanish and Tagalog.  



 
 

  
 

 
 

 

 
 

 

Healthcare in your language 
Health Net’s Language Assistance Program (LAP) provides interpreters, translation services and materials in 
alternate formats so that our members get access to the services and programs that are part of their coverage – 
whether they speak Mandarin or K’iche’.   

Contracted with trained medical
  
interpreters in 250+ languages
  

to assure quality of interpretation
  
services.
 

Interpreter services delivered
  
telephonically, in person, and
  

via remote video. Includes closed
  
caption services and American
  

Sign Language (ASL).
 

Providers can call member services  
to request an interpreter for  

Limited English Proficient member s. 

We work with other health plans to develop & 
promote culturally appropriate resources to share 
across the industry.  
Health Net’s ongoing participation in the Industry Collaboration Effort 
(ICE for Health) led to provision of cost-saving suggestions for cultural or 
linguistic legislation to support member patient care. 

Helped provider groups statewide incorporate video and telephone 
interpreters into patient care during COVID-19 pandemic. 

Explored translation technology that produces translations faster 
and at reduced cost. 

Produced cost-saving resources for providers to assess bilingual 
staff in compliance with California state LAP regulations. 

Researched video interpreting technology and ways to apply 
Video Remote Interpreting to telehealth and in-person healthcare. 



 
 

 
 

  
 

 
 

 
 

 
 

 
 

 
 

 

  
 

 
 

 

  
 
 

 
  

 
 

  
 
 

 
 

 

 

 
 

 

   
    

 

  
    

 

 

Equity begins with culturally and community-specific 
programs and partnerships  
We pair our decades of boots-on-the-ground experience serving Medi-Cal 
enrollees with Centene – the nations most sophisticated Medicaid managed 
care organization – to create programs that drive improvements in care 
coordination, delivery and health outcomes. 

Invested more than $93 million to support nearly 500 community-
based initiatives since 2017 

Local partners direct dollars where needed most 

We address the priorities of the organizations who know their 
region best  

Culturally and Linguistically 
Appropriate Care in Action 

Launched → Cultural Competency 
Education Series with Physicians for a 
Healthy California (PHC) to help CA doctors 
understand the physical, mental and cultural 
needs of our diverse populations. 

Outcome → New resources on Adverse 
Childhood Experiences (ACEs), childhood 
immunizations, women’s preventive care, 
diabetes, developmental and physical 
disabilities, Black, Indigenous, and 
People of Color (BIPOC) and Lesbian, Gay, 
Bi-sexual, Transgender, Queer/Question 
(LGBTQ) healthcare 

Partnerships with Physicians 

Launched → Performance Improvement 
Project with interventions to members 
and providers to address the cultural 
barriers of Mandarin-speaking, Chinese 
women that inhibit cervical cancer 
screenings. 

Outcome → 
Significant boost in 
compliance rate 
of 4% at partner 
provider 
offices (Herald 
Christian). 

Elevating African American women 

Launched → Health Net is the first 
Medicaid contracted health plan in CA 
to offer Health Net’s Community Doula 
program. Offers support for Black doulas 
and birthing parents, reduces maternal 
mortality and increases maternal care in LA. 

Outcome →  Only 17% of 58 births   
were cesarean section. Saw  

decreased anesthesia use;  
increased post-partum visits  
and breastfeeding initiation;  
established a consistent  
payment structure   

for doulas.  

Member, provider and community support 
through COVID-19 pandemic  
We gave grants that increased access to telehealth, directed provision 
of PPE supplies and support for vaccination through C&L education, 
addressed vaccine hesitancy training and a database pilot. 

First-ever COVID 19 symptom checker and access to
 
24/7 virtual care.


  Outreach in hard-hit communities that have little resources. 

Gave food bank support, gift cards for essentials and donations 
to local recovery efforts. 
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