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Debbie Salas-Lopez

“Every interaction you have, with a patient, colleague, or visitor, is a cross-cultural encounter.
My own life experiences have demonstrated this reality and | am delighted when | see
respectful cross-cultural exchanges happen right here at Lehigh Valley Health Network.

As a young Puerto Rican girl growing up in the 1960s in the South Bronx, | experienced the pain
associated with discrimination and bias. Especially when we went for health care services, |
remember the unfriendly looks from office staff members when my mother and my 4 siblings
and arrived in the office. Since there weren't any Spanish-speaking doctors, | would have to
serve as my mom’s interpreter-- a very uncomfortable situation for both my mom and me. | am
pleased that today we have trained medical interpreters available and other resources that
assure effective communication between patients and clinicians.

Each day, individuals with their unique cultural backgrounds come to our health network sites.
Many come for health services or to visit patients, others—like our colleagues--come to serve
patients and provide essential duties within the network. Our responsibility, for patients,
visitors, colleagues alike, is to interact, communicate and provide care in ways that are
responsive to each person's unique cultural background and language needs. We do so by being
aware of our own values and beliefs and by becoming skilled at communicating in respectful
ways that allow others to share their cultural perspectives with us.

This type of cross-cultural health care assures the delivery of high quality services, prevents
errors that may be associated to miscommunication due to language or cultural barriers, and it
improves patient and family satisfaction. We are reprising Lehigh Valley Health Network's
cultural awareness module to remind us all of the importance of cultural awareness when
interacting with others-patients, families and colleagues.

| thank you for your support.”
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What is Cultural Awareness?

Cultural awareness means finding
out what matters most to patients
and families so that we can deliver
health care that meets their
language and cultural needs.

What is Culture?

Culture is more than a person's

race and ethnicity. It is the ideas

and practices that are shared by a |
group of people about acceptable
behaviors and values. Culture
influences the clothing a person
wears, the music he or she enjoys,
the individuals that are considered
family members and his or her
traditions and lifestyle.

Everyone has a cultural
background.
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Culture and Our World

Our culture influences how we
look at and interact with the
world. T

Culture and Our Experiences

Our culture influences how we
experience health and health care.
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Our Patients’ Cultures

It is important to understand our
patients’ cultures, their perceptions
of their illnesses and the suggested |
treatments. This information will
help us to provide superior quality
care that truly meets their needs.

LVHN's values include respecting
each person's culture. By doing so
we will be delivering patient-
centered care.

Others’ Cultures

It is also important to understand

the cultures of others. Their
backgrounds, past experiences, I
how they feel and what they want
will all affect how they see the
world.

Patients' family members, as well
as colleagues, may see things
differently than you do. Celebrate
these differences.

When patients see you treating
your colleagues with respect they
will know that you will treat them
the same way.
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Understand Your Patient’s Culture

At LVHN, we are expected to try to
understand each patient's culture.
You can use the following
guestions as a guide to starting a
conversation about cultural
perceptions. Ask your patient
open-ended qguestions like...

What do you think is happening to
you?

What do you think might have
caused your problem?

How are you coping with your
illness? Qr - What are you doing
to make it better?

What concerns do you have about
your condition and the
recommended treatment?

Where You Can Get Help

Resources exist to help you deliver
health care that is culturally
sensitive. Some of those resources
are:

+ Cultural Competency
Resource Center website

* Interpreter Services: staff
interpreters,telephone
(Cyracom) interpreters, video
remote interpretation (Bruce
unit)

* Diversity/Cultural Awareness
Liaison and other
knowledgeable staff
members

+ Cultural Awareness Subject
Guide (available on the
library website)

* TLC eLearning Courses
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We have a responsibility to
treat each person with
respect for his or her cultural
and language needs.

What things do you do in
your normal life that seem so
second nature that you
forget about them?

These things reflect your
cultural background.
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Why is Cultural Awareness Important to Me?

Patient Centered Introduction
Care

Providing health care that is consistent with the patient's
cultural needs enables LVHN to respond to demographic
changes in its service area, assure equal opportunity for
Superior Quality Care optimal health outcomes among patients with diverse
cultural backgrounds, assure the delivery of high-quality,
patient-centered services, and meet legislative, regulatory
and accreditation mandates.

Patient Safety

Patient Satisfaction

Accreditation and
Designation
Requirements

Patient Centered Patient Centered Care

Care

Every person who enters LVHN's health system has needs.
These needs include clinical symptoms that require
medical attention, as well as perceptions that affect the
Superior Quality Care way he or she understands and participates in his or her
care.

Patient Safety

Patient Satisfaction

Accreditation and

Designation
Requirements
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Why is Cultural Awareness Important to Me?

Patient Centered Superior Quality Care
Care

Effective communication is an essential component of
quality care and patient safety.

Superior Quality Care Cultural factors are crucial to the diagnosis, treatment
and care of patients. By incorporating these cultural
factors into the care we provide, we are more likely to
avoid medical errors and inappropriate tests.

Patient Safety

Patient Satisfaction

Accreditation and
Designation
Requirements

Patient Centered Patient Safety

Care

Patients with cultural and language barriers are more
likely to experience adverse events that result in some
kind of detectable harm. Most often these consequences
Superior Quality Care are the result of some failure of communication.

By paying attention to meeting the cultural needs of
patients and families we will be best able to reduce the
potential for error and promote patient safety.

Patient Safety

Patient Satisfaction

Accreditation and

Designation
Requirements
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Why is Cultural Awareness Important to Me?

Patient Centered Patient Satisfaction
Care

Patients who experience care that meets their cultural
and language needs are more likely to be satisfied with
the health care experience and their clinician.

Superior Quality Care

Patient Safety

Patient Satisfaction

Accreditation and
Designation
Requirements

Patient Centered Accreditation and Designation Requirements
Care

LVHN is required by federal mandates and accreditation
organizations (such as The Joint Commission) to ensure
that its services meet the cultural and language needs of

Superior Quality Care its patients.

The delivery of cross cultural health care is required for
“Magnet” designation by the American Nurses
Credentialing Center.

Patient Safety

Patient Satisfaction

Accreditation and
Designation
Requirements
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