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Presentation Outline

Health Net Overview

Membership Overview

Member Communication Preferences

Types of Member Materials

Types of Member Communications

Language Assistance Program

Review & Approval of Written Member Communications
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Health Net Overview

Medi-Cal- Counties

Health Net and 
California Health & 
Wellness are 
subsidiaries of 
Centene 
Corporation. 

A. Health Net - 12
B. California Health and 

Wellness - 19
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Health Net Medi-Cal Member 
Race/Ethnicity
n = 1,505,077 June 2017

African American / 
Black, 129,867, 9% American 

White, 243,556, 16% Indian / Alaska Native, 
3,584 , <1%

Asian, 179,404 , 12%

Unreported, 
165,888, 11%

Other, 13,728 , 1%

Hispanic, 
769,050, 51%
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Health Net Medi-Cal Member 
Language Preferences
n = 1,505,077 June 2017

Written Language Spoken Language
Unknown/No Data ProvidedUnknown/No Data Provided 17,764 19,703 

OtherOther 2,708 2,948 

ArabicArabic 3,058 3,062 

Hmong (White)3,759 Hmong (White)
Cambodian,KhmerCambodian 4,717 

3,765 

4,725 

Farsi

Tagalog

Declined To State

Korean

Russian

Armenian

5,145 

5,662 

11,790 

12,147 

12,535 

15,286 

Farsi,Parsian,Persian

Tagalog

Declined To State

Korean,Choson-0

Russian

Armenian,Hayeren

Vietnamese

5,147 

5,668 

11,790 

12,154 

12,537 

15,295 

19,392 
Vietnamese 19,381 Mandarin 19,760 

Chinese 44,805 Cantonese 21,885 

Spanish

English

430,018 Spanish

916,302                   English

430,072 

Limited English Proficiency (LEP) LEP
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917,174 

568,200 
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Member Communication 
Preferences
 Group Needs Assessment

 LA County most preferred methods: 1st Mail, 2nd Phone, 3rd Website

 Member Survey for Text Messaging and Email

 Community Advisory Committee

 Focus Groups
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Member Informing Materials
 Provide essential information to members regarding access to and

usage of plan benefits and services.
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Health Education Materials

 Materials designed to help members achieve better health
outcomes, manage health conditions or learn healthy behaviors.
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Types of Member Communication
 Print

 Member Informing: available in member preferred threshold
languages

 Health Education: all available in English and Spanish, required
topics in all threshold languages.  Other available upon member
request

 Website

 Live Calls

 Interactive Voice Recognition (IVRs)

 Text Messaging

 In Person
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Language Assistance Program

 Telephone and In Person Interpreter

 Alternative Formats (large print, Braille, accessible electronic
formats)

 Notice of Language Assistance
 17 languages
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Written Member Communication 
Review and Approval Process

Member Informing Materials

Cultural & 
Linguistics  
Approval

Compliance 
and DHCS 
Approval

Translation 
Review & 
Approval

Final

Health Education Materials

Health 
Education 
Approval Cultural & 

Linguistics  
Approval

Translation 
Review & 
Approval

Final
-Field Test if needed
-DHCS Readability and
Suitability Checklist
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Cultural & Linguistics Review

 Review: 

 6th grade or lower reading level

 Cultural appropriateness (content and visuals)

 Layout for reading ease

 Use of plain language
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Compliance & DHCS Approval

 Member Informing Materials

 Compliant with regulations

 Health Education Materials: No DHCS approval needed

 Use DHCS Readability and Suitability Checklist

 Review content for accuracy and comprehension

 Appropriate visuals for health topic 

 Font style and size 

 Layout

 Plain language

 Conduct field testing
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Translation Review and Approval

 Translation

 Use a certified translation vendor

 Translation Review

 Use qualified bilingual staff

 Only translate after the English material has been approved
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