Settlement Agreement
Under the Americans with Disabilities Act of 1990
Between the United States of America and
St. Luke’s Hospital and Health Network,
Department of Justice Complaint Number DJ 202-62-70

This action was initiated by a complairt filed with the United States Department of Justice
("the Department”) against St. Luke' s Hospital and Health Network. The complaint was
investigat ed by the D epart ment under the authority granted by section 308(b) of the
Ameicars with Disabilities Act of 1990 ("ADA"), 42U.S.C. § 12188.

St. Luke' s Hospita and Health Network is an acute care hospital system, operating
primarily in the Eastern region of Pemsylvania

To address the interests of the public and of the individual complainarts, the United
Saes acting through the Attorney Generd, who has statutory authority

to enforce titles Il and 111 of the ADA, 42 U.S.C. 88 12101 et seq., investigated St.
Luke' s Hospitd and Healthcare Network,, hereinafter referred to as“St. Luke’s’ or “the
Hospital.”

The United States alleges that St. Luke’ sdiscriminated aganst personswho are ded or
hard of hearing or who have speech impairments as well as ot hers associated with them by
failing to provide them with the full and equal enjoyment of St. Luke's goods, services,
programs, and activities, and by failing to provide appropriate auxiliary aids and services
when necessary for effective communication.

The complainarts in thismatter are individuals who are deaf and who are individuals with
disabilities within the meaning of the ADA, 42 U.S.C. § 12102(2) and its implementing
regulation at 28 C.F.R. Part 36, and Section 504 of the Rehabilitation Act of 1973, as
amended, 29 U.S.C. § 794 (the “ Rehabilitation Act”) and its implementing regulation at
45 C.F.R. Part 84.

The Hospital is a*“ public accommodation” as defined in section 301(7)(e) of the ADA, 42
U.S.C. § 12181, and its implementing regulation, 28 C.F.R. § 36.104.

The Hospitd receives Federa fundsin the form of Medicaid and Medicar e payments and
isthus afederdly assisted program within the meaning of Section 504 of the
Rehabilitation Act, 29 U.S.C. § 794.

St. Luke' sdoes not admit any liability or respongbility for the facts detailed in the
complaint.
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This Agreement definesthe obligations under the ADA of St. Luke’ swithrespect to:

a persons who are deaf or hard of hearing or who have speech impairments and who
are:

I. patientsof the Hospital (“ Paierts,” see definition, below); or
il persons who will be consulted or would otherwise reasonably be expected
to communicate with Hospital Persomnel regarding health careissues of

Patients (*Companions’), and

b. persons who are not deaf or hard of hearing and who do not have speech
impairments and who are:

i. Patients with Companions who are deaf or hard of hearing or who have
speech impairments;

ii. Companions of Patients who are deaf or hard of hearing or who have
speech impairments; or

ii. associated with Companions who are deaf or hard of hearing or who have
speech impairments.

Without conceding the allegations of the United States, or the possible defenses of St.
Luke's, al parties agreethat it isin their best intereststo resolve this matter promptly and
without protracted litigation.

The parties hereby agree to the following:

CERTAIN DEFINITIONS

The term "appropriate auxiliary aids and services' includes, but is not limted to: qualified
ggn language or ord interpreters, qudified note-takers, computer- assisted red time
transcription services, written materials, telephone handset amplifiers, assistive listening
devices and systems, telephones compatible with hearing aids, closed caption decoders,
open and closed captioning, and TTY’s. 28 C.F.R. § 36.303.

The teem “Patient” shdl be broadly construed to include any individual who is seeking or
receving health care sarvicesfrom St. Luke's, including such services as the opportunity
to donate blood, attend health education classes, discuss hilling, etc.

The term"Hospital Personnel” shall mean: all employees and independent contractors
with contractsto work on asubstantidly full-time bassfor S. Luke s (or on apart-time
basis exclusively for St. Luke's), including, without limitation, nurses, physicians, socia
workers, technicians, admitting personnel, security staff, therapists, and all volurteers,
who have or are likely to have direct contact with Patients or Companions.
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Theterm “Parties’ shall mean: St. Luke' s Hospital and the United States, acting by and
through the Department of Justice.

The term "qudified Sgn language interpreter,” "ord interpreter,” or "interpreter” shdl
mean: an interpreter whois adle to interpret competently, accurat ey, and impartially,
both receptively and expressvely, using any spedalized terminol ogy necessary for
effective communication in a hospital setting to a Patient or aCompanionwho is ded or
hard of hearing or who has a speech impairment, given that individud’ slanguage kills
and higory. Someone who has only arudimentary familiarity with sign language or finger
spelling is not a "qualified sign language interpreter” under this Agreement. Likewise,
someone who is fluent in sign language but who does not possess the ability to process
spoken communication into the proper signsor to observe someone else signing and
changehis or her signed or fingergelled communication into spoken words is nat a
qualified sign language interpreter. 28 C.F.R. § 36.104. Someone who is a qualified
interpreter for a person who uses American Sign Language may not be a qualified
interpreter for an individual who uses a different 9gnlanguage, such asone based on
Spanishrather than English. Likewise, an interpreter who knows tactile interpreting may
be the only interpreter who is qudlified to interpret for someone who is both deaf and
blind.

Theterm"Standards” shdl mean: the ADA Sandardsfor Accessible Design, as st forth
at 28 C.F.R. Part 36, App. A.

Theterm"TTY's" or "TDD's' shall mean: devices that are used with a tdephore to
communicate with persons who are deaf or hard of hearing or who have speech
Impairments by typing and reading communications.

The term “undue burden” shall mean: significant difficulty or expense. In determining
whether an action would result in an undue burden, factors to be considered include;

a The nature and cost of the action needed:;

b. The overall financia resources of the site or sites involved in the action; the
number of persons employed at the site; the effect on expenses and resources,
legitimate safety requirementsthat are necessary for safe operation, including
crime prevention measures; or the impact otherwise of the action upon the
operation of the site;

C. The geographic separateness, and the administrative or fiscal relationship of the
dteor gtesin question to any parent corporation or entity;

d. If applicable, the overdl financial resources of any parent corporation or entity; the
overall Sze of the parent corporation or entity with respect to the number of its
employees, the number, type, and location of its facilities; and
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e If goplicable, thetypeof operation or operations of any parert corporation or
entity, including the composition, structure, and functions of the workforce of the
parent corporation or entity. 28 C.F.R. § 36.104.

PROHIBITION OF DISCRIMINATION

Non-Discrimination. St. Luke' sshdl not deny its goodsor services to anyone based on
the fact that theperson is deaf or hard of hearing or is associated with someone knownto
be deaf or hard of hearing.

Discrimination by Associdion. St. Luke' swill not deny equal services,
accommodations, or other opportunities to any individual because of the known
relationship of the person with someone who is deaf or hard of hearing or who has

a speech impairment.

Retaliation and Coercion St. Lukesagreesnot toretdiate agangt or coercein
any way any person who istrying to exercise hisor her rightsunder this
Agreement or the ADA.

EFFECTIVE COMMUNICATION

GENERAL OBLIGATIONS

Establishment of Program to Provide Appropriate Auxiliary Aids and Services Within 60
days of the effective date of this Agreement, St. Luke's Hospital will design and institute a
program to effectivdy implement the provisionsof this Agreement, including without
limitation:

a developing, coordinating, and overseeing the devel opmert of specific procedures
to implement fully this Agreement;

b. scheduling, amnourcing, and promoting all training required by this Agreement;
C. coordinating the community outreach required by this Agreement; and
d. drafting, maintaining, and providing all reportsrequired by this Agreement.

Simultaneously with the estaldishment of the program, St. L uke’ sshdl designae one or
more individuals (“ Program Administrators’), who shall be available twenty-four (24)
hours a day, seven (7) daysa week, to answer questions and provide appropriate
assistance regarding immediat e access to and proper use of appropriate auxiliary aids and
sarvices required by this Agreement. Such Program Adminigtrators shall know where the
appropriae auxiliary adsare gored and how to operate them and will be responsible for
their maintenance, repair, replacement, and distribution. St. Luke swill circulate broadly
withinthe Hospital the names, telephone nunbers, functions, and office locations of such
Program Administrators including a TTY telgophone number that may be called by deaf or
hard of hearing Patients and Companions in order to obtain the assistance of such Program
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Adminigtrators. Program Administrators will respond to telephone inquiries during
normal businesshours and maintain a recording system for inquiries received ater normal
business hours.

Provision of Appropriate Auxiliary Aids and Services
Under the Program

Immediate Aids and Services Within sixty (60) days of the effective date of this
Agreement, St. Luke's shall provide, to Paients and Companions who are deaf or hard of
hearing or who have speech impairments, whichever of the following auxiliary aids and
services (singly or in conbination) may be necessary for effective communication, assoon
as practicable after making such deter mination:

. written materials,

. qualified, trained note-takers,

. assigtive listening devices and systems, and

. computer-assisted real time transcription services

Additional Appropriate Aids and Services St. Luke's shall provide signlanguage ard oral
interpreters and technology when and as goecified below.

Assessment. The determination of which appropriate auxiliary aidsand services are
necessary, and the timing, duration and frequency with which they will be provided, shdl
be made by hospital Personnel who are otherwise primarily responsible for coordinating
and/or providing patient care ervices, in consultation with the person with a disability
where possible. T he assessment will take into account all relevant facts and
circumstances, including without limitation the nature, length, and importance of the
communication at issue, the individual's communication skills and knowledge, the Patient’s
hedlth status or changes thereto, the reasonably foreseeable health care activities of the
Patient (e.g., group therapy sessions, medical tests or procedur es, rehabilitation services,
meetings with hedlth care professonals or socid workers, or discussions concerning
billing, insurance, self-care, prognoses, diagnoses, history and discharge), and the
availahility at the required times, day or night, of appropriate auxiliary aids and services.

Initial Assessment. Theinitid assessment will be made a the time an gppointment is
scheduled or onthe arrival of the Patient or Companion a the Hospitd, whichever is
earlier. Hospital Personnel will perform and document a communication asessment as
part of eachinitial inpaient assessment required by the Joint Commission on Accreditaion
of Hedthcare Organizations (“JCAHO"). Completion of communication assessments will
be documented in the Patient'srecord. St. Luke’s may use, but is not required to use, the
Modd Communication Assessment Form provided asExhibit 1to this Agreement.

Ongoing Assessments  If aPatient or a Companion who is deaf or hard of hearing or who
hasa speech impairment has an ongoing rd ationship with St. Luke’ s the provision of
appropriate auxiliary aids or services will be reconsidered as part of each routine
assessment of an inpatient, or on aregular basis with respect to other Patients and
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Companions. Hospital Personnel shal keep appropriate recor ds that reflect the ongoing
assessments, such as notations in Patients' records.

Medica Concerns. Nothing in this Agreement shall require that an dedronic deviceor
equipment constituting an appropriate auxiliary aid be used when or where its use may
interfere with medical or monitoring equipment or may otherwise constitute a threat to a
Patient’s medica condition.

Complant Resolution St. Luke' swill maintainan efective complaint resolution
mechanism regar ding use of the Program by Patients and Companions and will maintain
records of dl complaints filed and actions teken with respect thereto.

Prohibition of Surcharges All appropriate auxiliary aids and services required by this
Agreement will be provided free of charge to the Patient or Companion who isdeaf or
hard of hearing or who hasa speech impairment, or other individuals associated with
them.

Individual Notice In Absence of Request. If a Patient or a Companion who is deaf or hard
of hearing or who has a speechimpairment doesnot request gopropriateauxiliary adsor
services but Hospita Personnd have reason to believe that such person would benefit
from appropriate auxiliary aids or services for effective communication, the Hospita will
specifically inform the person that appropriate auxiliary aids and services are available free
of charge.

Communication with I npatients and Companions. St. Luke' s will take appropriate steps
to ensuretha dl Hospitd Personne having contact with a Patient or Companion who is
deaf or hard of hearing or who has a speech impairment are made aware of such person's
disability so that effective communication with such person will be achieved.

Circumgances Under Which Sign Language and Oral Interpreters Will Be Provided. St.
Luke s shal provide qualified sign language inter preters to Patients and Companions who
are deaf or hard of hearing or who have gpeech imparmentsand whose primary means of
communication is sign language, and qualified oral interpretersto such Patients and
Companionswho rely primarily on lip reading, as necessary for effective communication.
The determination of when such interpreters shal be provided to Patients or Companions
shall bemade as set forth in Paragraph 27 (Assessment), above. The following are
examples of circumstances when it may be necessary to provide interpreters:

. pl(_aterm' nation of a Patient'smed cd higory or desaription of alment or
injury;

. provisonof Patients rights informed consent or permission for treament;

. religious services and spiritual counseling;

. explanation of living wills or powers of attorney (or their availability);
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. diagnosis or prognosis of ailments or injuries;
. explanation of procedures, tests, treatment, treat ment options, or surgery;
. explarmation of medications prescribed (such as dosage, instructions for

how and when the medicationisto be teken, and side effeds or food or
drug interactions);

. explanation regarding follow-up treamens, therapies, test reaultsor
recovery;

. blood donations or apheresis,

. discharge instructions;

. provision of menta hedth evaluations, group and individua thergpy,

counsding, and other therapeutic activities, including grief counseling and
crissintervention;

. explanation of complex billing or insurance issues that may arise; and

. educationa presentations, such as classes concerning birthing, nutrition,
CPR, and weight management.

The foregoing lig of circumstances is nether exhaustive nor mandatory, and shall not
imply that there are not other circumstances when it may be appropriate to provide

interpr eters for effective communication nor that an interpreter must always be provided in
these circumstances.

Chosen Method for Obtaining Interpreters Within thirty (30) daysof the effective date of
this Agreement, the Hospital shall provide to the United States a signed copy of a contract
into whichit has entered with one or more reputable interpreter(s) and/or interpreter
agency(ies) to provide qualified sign language and oral interpreters at the request of the
Hospitd. Eachsuch cortract, at a minimum, will requirethe interpreter or agency to
mairntain aresponse time of one (1) hour or less (with a fifteen (15) minute grace period,
when needed) in at least eighty (80) percent of non-scheduled incidents within any six (6)
month period (excluding any incident when the assessment callsfor an interpreter to be
provided at alater time), measured from the time beginning fifteen (15) minutes after it is
determined tha an interpreter is necessary for efective communication with a Patient or
Companion who is deaf or hard of hearing or who hasa speech impairment; provided,
however, during the first year this Agreemert is in efect, each such contract may allow a
response time of no more than two (2) hours in those circumstances where the interpreter
or the only available interpreter from an agency is performing interpreter services
elsewhere at the time of the requed.

a Each such contract, at a mnimum, will require a response time of two (2) hours or
less in 100% of non-scheduled inciderts.
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b. Each such contract may provide tha the foregoing response timesare subject to
“force majeure” events, i.e., any response time that is delayed because of aforce
majeure event shall be excluded from the determination whether the prescribed
response criteria have been met. Force magjeure events shall be events outside the
reasonable control of the Hospital, the agency, or the interpreter called to respond,
such as weather problerms and other Actsof God, unanticipated illness or injury of
the interpreter, and unantid pated transportation problems (including without
limitation mechanical failure of the interpreter’ s automobile, automobile accidents,
and roadway obgructions).

C. Notwithstanding anything above to the contrary, during the first year this
Agreement isin efect, the Hospital shall make all reasonable attempts to provide a
qudified interpreter within one (1) hour of the determination that interpreting
services are needed. Inorder to satisfy this provision, the Hospitd, at a minimum,
must undertake the action specified in Paragraph 41 below in an effort to obtain
qualified interpreter services within one (1) hour of the determination that
interpreting services are needed.

d. Within thirty (30) daysprior to theend of the firg year thisAgreement is in effect,
the Hospital and DOJ shall negotiate reasonably and in good faith, based on the
facts then known, whether the grace period provided above should be eliminated,
shortened or extended, and this Agreement shall be amended accordingly. Inthe
event the Hospital is unable to obtain one (1) or more reputable interpreter(s)
and/or interpreter agency(ies) willing to contract with it after the first year of this
Agreement for theresponse times set forth albove, degite theHospitd’s good fath
efforts, the Hospital shal not be deemed to be in breach of this Paragraph 36 and
shall be entitled to request the consent of DOJ to such modifications of such
performance standar ds as may be reasonable under the circumstances. DOJ shall
congde any such request reasonably and in good faith, and any such modification
that is agreed to shall be deeamed an amendment to this Agreement.

e. Should the Hospitd dect to participate in the pilot study sponsored by the Desaf-
Hearing Communications Centre, Inc. (“DHCC”) of Holmes, Pennsylvania, for the
provision of Video Interpreting Services (“VIS'), and/or contract with DHCC or
any other agency for VIS, said VIS shall be deemed to satisfy the Hospital’s
obligation under this Paragraph 36 to have acontract for the response times set
forth above with one (1) or more reputable interpreter(s) and/or interpreter

agency(ies).

Free-Lance Interpreters Within thirty (30) daysof the effective date of this Agreement,
St. Luke' s will compile and maintain as current alist of all known free-lance sign language
and ord interpreters who reside within 15 miles of the Hospitd.

Noticeto Patients and Companions Who are Deaf or Hard of Hearing or Who Have

Speech Impairments. As soon as Hospital Personnd have determined that an interpreter is

necessary for effective communication with a Patient or a Companion who is deaf or hard
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of hearing or who hasa speech inpairment, and one hour later, the Hospital will inform
such person (or afamily member or friend, if such person is not available) of the current
statusof effortsbeing taken to securethe gopropriateauxiliary adsand services on hisor
her behalf. Additional updates shall be provided thereafter as necessary until such aids and
services are secured.

Othe Means of Communicdion St. Luk€ sagreestha between thetimean interpreter is
requested and when an interpreter arrives Hospitd Personnel will continueto try to
communicate with the Patient or Companion who is deaf or hard of hearing or who has a
speech impairment for such purposes and to the same extent as they would have
communicated with the person but for the hearing impairmert, using all available methods
of communication. This provision in no way lessens St. Luke' s obligation to provide
qualified interpreters in atimdy manner asrequired by this Agreement.

Restricted Useof Cetain Personsto Facilitate Communicaion. Dueto confidentiality,
potentid emotional involvement, and other factorsthat may adversdy affect the ability to
facilitate communication, St. Luke’ sshall never require or coerce a family member,
companion, case manager, advocate, or friend of a Patient or Companion who isdeaf or
hard of hearing or who has a speech impairment to interpret or facilitate communications
between Hospital Persornel and such Patient or Companion. Inany case, suchperson
shdl be used to interpret or facilitate communication only if the Patient or Companion
who is deaf or hard of hearing or who hasa speech inpairmert does not object, if such
person wishesto provide such assistance, and if such use is necessary or appropriate under
the circumdances, giving appropriate consideration to any privacy issues that may ari<e.

Procedures for Obtaining Interpreters Beginning 30 days after the effective date of this
Agreement, St. Luke' s shall take the following steps, in order, when it receives notice that
aPatient or Companion requires sign language or ora interpreters for effective
communication, with regard to a non-scheduled incident, until aqudified interpreter is
secured or the steps have been exhausted:

a request an interpreter (he or she mug be gualified to interpret for the specific
individual who will be using the services) from each of the interpreters or agencies
with whom St. Luke's has an ongoing contract for qualified sign language or ora
interpreter services,

b. exert reasonable efforts (which shall be deemed to require no fewe than five (5)
telephone inquiries) to contact any free-lance interpreters or other interpreting
agencies already known to St. Luke' s and request their services, and

C. inform the Patient or Companion who is deaf or hard of hearing or who has a
speech impairment (or, if unavailable, the person’ s companions) of the efforts
takento secure a qualified interpreter and that the efforts have failed, and follow
up on reasonable suggestions for alternate sources of interpreters, such as
contacting an interpreter known to that person.
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Staff Interpreters A Hospita may, but shal have no obligation to, satisfy its obligations
under this Agreement by hiring or otherwise contracting with qualified staff interpreters
Staff interpreters must meet the definition of "qudified interpreters.” Patients and
Companions who are provided with staff interpretersmug have the same level of
coverage (for both duration and frequency) as St. Luke' s is otherwise obligated to provide
under this Agreement. St. Luke’s may assign other dutiesto staff interpreters. Tothe
extent that St. Luke sdoes not have s &ff interpreters or agtaff interpreter is not available
when needed, the Hospita will follow the procedures set forth above to obtain the
services of qualified interpreters.

TECHNOLOGY

Telephones and Related Equipment

Public Telephones As soon as practicable but no later than ninety (90) days after the
effective date of this Agreement, St. Luke’ s will provide the following:

a TTY'sinpubic aeas. St. Luke' swill makea TTY device available wherever a
telephone is made avallable to the public (whether public pay tdephone, public
closed circuit telephone, or otherwise). To satisfy this provision, St. Luke' s can
permanently instdl the required TTY's or make availald e asufficient number of
portable TTY's. Standards884.1,4.31.9. Eachsuch TTY, whether per manently
installed or portable, shal comply with the Standards set forth in Schedule A,
attached.

b. TTY's required in specific locations. St. Lukeswill providea TTY a each public
telgphore locationin or adjacent to an emergency depatment, recovery room, or
waiting room. Standards 88 4.1, 4.31.9. To satisfy this providon, St. Luke’'s can
permanently instdl the required TTY's or make availald e asufficient number of
portable TTY's. Eachsuch TTY, whether permanently installed or portable, shdll
comply with the Standards set forth in Schedule A.

C. Shdves and outlegs. Wherever portable TTY's are made available as an dternative
toinstaled TTY's (at emergency departments, recovery rooms, and waiting rooms,
and where there are barks of four or more pubdic tel ephones), and wherever there
isabank of three or more public telephones, St. Luke’swill provide shelves and
electrical outlets that comply with the Standards set forth in Schedule A.

d. Siansindicating the location of TTY's.

i Wherever public telephones are availablebut TTY'sare not per manently
installed, St. Luke's will post 9gns complying with the Standards set forth
in Schedule A. Such signs will indicate the location of the nearest portable
or permanently installed TTY''s; and

10



I Wherever TTY's are permanently installed, St. Luke’swill post signs
complying with the Standar ds set forth in Schedule A to indicate their
location.

Volume control telephones. St. Luke’swill ensure that no less than twenty-five
(25) percent of all public tdephones are equipped with volume control
mechanisms, plus at least one public telephone at each of the following locations:
in or adjacent to emergency departments, recovery rooms, and waiting rooms
Each volume control telephone shdl comply with the Standards set forth in
Schedule A. St. Luke s will ensure that volume control phones are dispersed
among all public telephones throughout the Hospital. St. Luke's will ensure that
signs conmplying with the Standards set forth in Schedule A are displayed at each
volume control telephone.

Storage and availability of equipment. Portable equipment for use in pubic areas
shall be stored in places that are readily accessible to al Hospital Per sonnel who
have client contact at al times of the day and night. All Hospita Personnel will be
notified of the storage location that is closest to their work area(s). The equipment
isto be stored at the appropriate supervised location (e.q., nurses station,
admission desk, etc.) closest to the public phone for which the equipment isto be
made available. Such equipment shdl be made availal e to Patients or
Companions who are deaf or hard of hearing or who have speech inpairmens as
soon as practicable but no more than ten (10) minutes from the time of the
person’s requed.

44,  Tedephonesin Patient Rooms. Within ninety (90) days of the effective date of this

Agreement:

a

Portable access technology - defined. St. Luke swill make available portable
access technology. Such technology, as referred to in this section, shall include
TTY's with printout capability, visua notification devices for incoming telephone
calls, volume control telephones, and telephones that are hearing aid compatible
St. Luke' s shall ensure that each volume control telephone and each visual
notification device for incoming telephone calls complies with the Standards set
forthin Schedule A hereto.

Portabl e access technology - general obligaion. Each Hospital will make portable
access technology availald e to Patients and Companions who are deaf or hard of
hearing or who have speech impairments and who are admitted to (or are
accompanying Patients who are admitted to) rooms equipped with a telephone. In
units of St. Luke' s where patients normally do not have telephones intheir rooms,
if hearing patients are given accessto common ar ea telephones other than the
public phones idertified in this Agreemert, St. Luke s will maintain ineach such
unit appropriate portable access technology that can be used by Patients and
Companions who are deaf or hard of hearing or who have speech impairments so
that such per sons have equa accessto make outgoing cals and receive incoming
calls as do hearing persons.

11
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Timeliness Within ninety (90) days of the efective date of this Agreement, St.
Luke s will makethe equipment required by this section available within thirty (30)
minutesof a Patient'sarrival in a patient room, regardless of the hour of the day or
night. St. Luke swill notify al relevant Hospital Personnel of the availability and
location of this equipment.

Captioning and Decoders

Televisions and Caption Decoders Within thirty (30) days of the effective date of this

Agreement, St. Luke's will develop a policy to ensure that Pati ents and Companionswith
hearing impairments have priority use of televisions with closed captioning capabilities. 28
C.F.R. §36.303(e).

a

Clearly gated directionsfor use of the dosed caption cgpahility shdl be added to
the Patient Guide or otherwise made available in each patiert room or public area
containing atelevison with captioning capability. The directions for operating the
closed captionfunction shdl also acconpany dl closed caption decoders for
standard television sets.

Duty to Provide Visua Programsin aManner That is Accessble to Persons With Hearing

| mpairments
a It is expressly agreed that St. Luke's does not have an obligation to provide

captions on any program broadcast over the public arways or commercia cable
television services, where such captions are not already integrated into the
program.

Begming no laer than ninety (90) days from the dfective date of this Agreement,
if the Hospital solicits athird party, parent company, or affiliated health care
provider to produce or provide video programsthat may be broadcast within the
Hospital to Patients or Companions who are deaf or hard of hearing, the Hospital
will ensure that the program is captioned, unless, under the circumstances, doing
so would impose an undue burden 28 C.F.R. §36.303. Commercid videos
avadilable to the gereral public shall not be subject to thisrequirement.

Beg ming no laer that ninety (90) days from the efective date of this Agreement,
if St. Luke' s producesinternaly a pre-recorded program for broadcast within the
Hospitd, S. Luke’ swill enaure that the program ismade accessible to Paients
and Companions who are deaf or hard of hearing, whether by captioning such
program or by providing atranscript or Sgn language interpreter whenever itis
viewed by a Patient or Companion who isdeaf or hard of hearing. If the program
is not captioned, the method of access delivery must be tailored to the needs of the
Patient or Companion who isdeaf or hard of hearing. For instance, if the person
does not know dgnlanguage, St. Luke’'s may provide effective communication
through atranscript. In most circumstances, captioning will be regarded as
providing effective communicaionwithall persons who are deaf or hard of

12



47.

48.

49.

50.

hearing, regardiess of the communication skills and history of such persons
(though repeated screenings may be necessary, if the person who is dea or hard of
hearing cannot read English a the rate required to keep pace with the audible
portion of the program). If, however, the contents of a program are sufficiently
important to require precise communication of its contents, St. Luke' s will take
additional measures to ensure effective communication.

d. Beg ming no laer than ninety (90) days from the efective date of this Agreement,
if St. Luke's produces its own live broadcasts, it will makethe majority of such
programsaccesd ble to Patients and Companions who are deaf or hard of hearing.
Captioning is one way, but not the only way, to accomplish thisobjective. St.
Luke s can dso chooseto provide sign language interpreters (if the person who is
deaf or hard of hearing uses sign language) or written scripts prepared in advance
of the live broadcast. In order to determine which programs should be captioned,
St. Luke’ smay prioritize and consider such fadors asthe importance and length of
the program, as well as any significant difficulty or expense in captioning the
program or displaying the captions, given the location of its filming or viewing.

Miscellaneous Technology Provisions

Client Educdion. St. Luke sshdl enaure that each Patient and Companion who isdeaf or
hard of hearing or who has a speech impairment who is provided with portable access
technology isappropriately directed as to the proper use of such equipment.

Acquisition of Additiona Equipment. In addition to the equipment required above, the
Hospitd shall purchaseand/or rent such additional equipment as is reasonably needed to
replace defective units. The Hospita shall also monitor developmentsin technology and
shall upgrade such equipment when and if it deemsit reasonable and appropriate to do so.

NOTICE TO COMMUNITY

Policy Statement. Within thirty (30) daysof the effective date of this Agreement, St.
Luke's shal add the following statement to the signsit has posted throughout the
emergency room and admitting areas notifying persons with difficulty hearing or speaking
to ask a staff member for help:

Sign language and oral interpreters, TTY's, assistive listening devices, and other

auxiliary adsand services areavalable free of charge to peoplewho need them for
effective communication. For assgance, please contact any Hogitd personrel or
the Program Office at (voice/TTY), room

Advertisements Within ninety (90) days of the efective date of this Agreement, St.
Luke' swill take appropriate steps to publicize in the community the Hospital's
commitment to provide all of itsservices to Patientsand Companions who are deaf or
hard of hearing or who have speechimpairments. Such publicity shall be deemed sdisfied
by the purchase of reasonable advertising space at least twice in newspapers of gereral
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51.

92.

53.

4.

circulation serving the same community as is served by the Hospital, which advertisements
will include a statement that all gppropriate auxiliary aids and services, including qualified
sign languageinterpreers, TTY's and assistive ligening devices, will be provided free of
charge upon request, and include appropriate instructions regarding access to the Program
Office a the Hospital. Annudly theredter, St. Luke's shall teke reasonable steps to
publicize the existence of the Program to thedeaf and hard of hearing community.

Patient Guide St. Luke swill include in all future printings of its Patient Guide (or
equivalent) and all amilar publicationsa staement to the following effect:

"To ensure effective communication with Patients and thar companions who are
deaf or hard of hearing or who have speech impairments, we provide appropriae
auxiliary aids and services free of charge, such as: signlanguage and ora
interpreters, TTY's, note-takers, computer-assisted real time transcription services,
written materias, telephone handset amplifiers, assistive listening devices and
systems, telephones compatible with hearing aids, closed caption decoders, and
open and closed captioning of most Hospital programs.

Please ask your nurse or other Hospital personnel for assistance, or contact the
Program Office a (voiceor TTY), room

Notice to Hospital Personnel and Physicians. St. Luke's shall ensure that its
Administrative Policies and Procedures No. 2.71, dated November 30, 1999, is digributed
to all Hospital Personnel and affiliated physicians (physicians with practicing or admitting
privileges) withinthirty (30) days of the effective date of this Agreement, and shall ensure
that it isdigributed to dl new Hospital Personnel and newly affiliated physicians upon
their employment or affiliation with St. Luke's.

TRAINING OF HOSPITAL PERSONNEL

Comprehensive Training. Within ninety (90) days of the date of this Agreement, St.
Luke swill provide one or more training sessions for Hospital Personnel, affiliated
physicians, and others associated with St. Luke's. These training sessions can be offered
to other hospitas personnd.

Content of Comprehensive Training. Such training shdl be sufficient in duration and
content to train a reasonable number of Hospital Personnel in access to the Program, use
of the Program, and senstivity to the needs of the deaf community. Such training shal
include topics relevant to the health care needs of people who are deaf or hard of hearing
or who have speech impairments, such as the various degrees of hearing and speech
impairment, language and cultura diversity in the deaf community, myths and
misconceptions about persons who are deaf, hard-of-hearing, or who have speech
impairments, identification of communication needs of persons who are deaf or who have
speech or hearing impairments, the unique needs and problems encountered by late-
deafened individuals, psychological implications of deafness and its rd ationship to
interaction with hearing health care professionals, recommended and required charting
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55.

56.

57.

procedures, typesof auxiliary aids and services as required under this Agreement,* the
proper use and role of qualified sign languageinterpreers, procedures and methodsfor
accessing sgn language and ord interpreter agencies and free-lance interpreter s, the
existence in St. L uke' s of a Program Office and Program Administrators, making and
receving callsthrough TTY’ sand through td gphonre relay service providers, third party
resourcesthat can provide additional i nformation about people who are deaf or hard of
hearing or who have speech impairments, the existence of the Hospita’ s complaint
resolution process, and any other requirements of this Agreemert applicabde to such
Hospitd Personnd.

St. Luke' s will make thistraining mandatory for the following categories of Hospital
Personnd:

a All personnel who work or volunteer in the Program Office;
b. All Program Administrators, and

C. All persons who will be responsible for training other Hospital Personnel
concer ning the Program.

St. Luke’'s may choose to discharge its traning obligation by requiring appropriate
personnel to view avideotape that coversthe training topics required by this Agreement
for that audience.

Emergency Department Personnel. St. Luke’ s will provide special mandatory in-service?

training to Hospital Personnel with patient responsibility who work or volunteer in the
Emergency Department that addresses the specid needs of deaf and hard of hearing
Patients and Companions or those with gpeech impairments who utilize that department.
In addition to the subjects specified in Paragraph 54, above, thistraining will include the
following objedives: to promptly identify communication nesds and preferences of
personswho are deaf or hard of hearing or who have speech inpairments and to secure
qualified interpreter services as quickly as possible when necessary. Such training shall be

Such training shall include instruction regardng how to communicate in writing with persons who are deaf
or hard of hearing or who have speech impairments. For example, depending on the written communication
skills of the person, it may be necessary to writein compl etesentences, useleg blehandwriting, use special
efforts to make the communication as tharough, precise and dignified as oral communication with others
would be, and refrain fromusing abbreviations or madical symbols(e.q., arrows instead of "increase" or
"decrease” or mathematical symbols for "less than” or "greater than").

2 In-service® for purposes of this Agreement shall include, without limitation, such means of training or
familiarization of Hospital Pasonnd as are customerily utilized by St. Luké s including, without
limitation, written policies and procedures, videotapes, training materials, trainng sessions, seminars,
conferences and the like.
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59.

60.

61.

62.

provided within sixty (60) days of the effective date of this Agreement and annually
thereafter.

Psychiaric Personnel and Social Workers. St. Luke' swill provide specialized mandatory
in-service training to Hospital Personnd with patient respongbility who work in the
Department of Psychiatry (or its equivdert, if any) or ae members of the Social Work
Department (or its equivalent). In addition to the subjects specified in Paragraph 54,
above, thistraining will include the following objectives: to promptly identify
communication needsand preferences of Patients and Companions who are deaf or hard
of hearing or who have speech impairments; to secure qualified interpreter services as
quickly as possible when necessary; and to facilitate appropriate interaction between
Patients who are deaf or hard of hearing or who have gpeech impairmerts and other
Patients, when appropriate (e.g., group therapy sesdons and other times when interaction
with persons other than Hospital Personnel is encouraged). Such training shall be provided
within sixty (60) daysof the effective date of this Agreement and annually thereafter.

Other Key Personnel. Special training will be givento the following Hospital Personnel
not otherwise trained as provided above: all clinical directors and nursing supervisors;
personnel who staff the Admission desk (or its equivalent for in-patient registration), the
Central Registry desk (or its equivalent for out-patient registration), and the Gereral
Information dek; all triage nurses and other triage professionals; and all heads of each
department in which communication with Patientsoccurs Suchtraining will cover all of
the subject matters listed above in Paragraph 54. Such training shdl be provided within
sixty (60) days of the effective date of this Agreement and annually thereafter.

Operators. All Hospital Personnd who receive incoming telephone calls from the public
will receive spedal instructions on using TTY’ s and the telephone relay service to make
and receive calls to and from personsusing TTY's.

Training Sessonsfor Affiliated Physicians. St. Luke swill amually conduct oneor more
training sessions on the communication and psychol ogical needs of persons who are deaf
or hard of hearing or who have speech impairments and will invite all physicians who are
affiliated in any way with the Hospital (admitting or surgical privileges, etc.) to attend.
Training videotapes that contain substantially similar information shall d<o be provided to
any affiliated physician upon request.

Written materias Didributed to Affiliated Physicians. Within ninety (90) days of the
effective date of this Agreement, St. Luke’ swill didribute a set of materials to all affiliated
physicians. These materials will contain & least the following: the Hospital's policy
statement and any relevant forms; a description of the Program; and a requed that
physicians staff members notify the Hospital of those Patients and Companionswho are
deaf or hard of hearing or who have speech impairments as soon asthey schedule
admissons, tests, surgeries, or other hedth care services at the Hospitd.
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65.

66.

67.

Education for Others. St. Luke swill develop and implement an internd program that will
provide appropriate training to al Hospital Personnel not trained under the preceding
sections. Thistraining will take place at such times as may be necessary to permit the
Hospitd to meet dl of its obligationsunder this Agreement.

General Training Provisions. St. Luke' swill provide the training specified above to new
Hospitd Personnd (including, without limitation, Emergency Depart ment and Psychiatric
and Socid Work personnd) within a reasonable time after the commencement of their
services for theHospitd. Suchtraining shall be comparable to traning provided to
specific departments as necessary. A screening of avideo of the origina training will
suffice to meet this obligation.

REPORTING, MONITORING AND VIOLATIONS

St. Luke’ swill keep appropriate records to document regponse times for each request for
interpreters, CART, and assistive listening devices. St. Luke's shall provide such
documentation to the Department upon reasonable written notice.

Hospitd Compliance Reports  Three (3), nine (9), fifteen (15), and twenty-one (21)
months following the effective dat e of this Agreement, and annually thereafter, the
Hospitd shall provide awritten report (a“ Report”) to the Department regarding its efforts
to comply with this Agreement. Each Report shall take the form of, or provide similar
information to, the sample report attached hereto as Exhibit 2. The Hospital shall meke
the most recent three Reports available for public ingpection in the Program Office. The
Hospita shall maintain appropriate recordsto document the information contained in the
Report.

Right of Compliance Review. During theterm of this Agreement, the United States may,
from time to time, upon reasonable advance notice to St. Luke’s Program Office, inspect
the Hospital premises and review the Hospital's compliance with this Agreement. Asa
part of such review, the United States may, with reasonable notice and in a reasonable
mamer that proteds patient confidentiality rights and avoids interfering with patient care
and other hospital services, require St. Luke's to permit the United States to interview
Hospita Personndl, Patients and Companions who are deaf or hard of hearing or who
have speech impairments or others associated with them, and othe persons with
knowledge rdaing to implementation of this Agreement, to the extent reasonably
necessxy to determine whether St. Luke sis complying with the provisions of this
Agreement. St. Luke’s will retain during thelife of thisAgreement dl records reguired to
be mairtained by thisAgreement. St. Luke’s will produce such records for the purpose of
photocopying if and when requested by the United States, unless doing so would unduly
burden or disrupt the Hospital’s normal businessoperations, in which case the Hospital
will identify the burdens or disruptions and make a good faith effort to cooperate with the
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68.

69.

70.

71.

United States to ameliorate those disruptions or burdens while allowing the United States
approprige access to the records. No suchrecords shall be produced inviolation of
applicable law or without any legally required consents, and any records containing
confidential information that are produced shall be kept confidertial by the United States.
Nothing herein is intended to, nor shdl, limit, extend or expand the invegigaory or
compliance review powers of the United States otherwise provided by law.

Violation of Agreement

If St. Luke's Hospita violates this Agreement or any subpart of this Agreement, the
United States shall have al such remedies as are allowed under the ADA and the
Rehabilitation Act. Any suchviolation by St. Luke’ sshdl be deemed a second viol ation
of the ADA for the purpose of cdculaing civil pendties, if any.

Notwithstanding the provisions of paragraph 68, above, in the event that the United States
believesthat St. Luke' s Hospital has violated any provision of this Agreement, it shal give
notice (including reasonable particulars) of such violation to St. Luke' s chief executive
officer, and St. Luke’s Hospitd shall then respond to such notice and/or cure such non-
compliance as soon as practicable but no later than 30 days thereafter. Any event of non-
compliance that prevents or restricts a Patient from receiving urgent health care services
shdl be aured without delay. TheParties shall negotiate in goodfathinan atempt to
resolve any dispute relating thereto before seeking relief under paragraph 68, above, but
the United States may seek damages and civil pendties for any breach of this Agreement
that has resulted indisariminaion or injury to a particular person.

Compensatory and Injundive Rdief for Complanants Within ten (10) days of the
effective date of this Agreement, the Hospital will send by certified mail, return receipt
requested, a certified check to theindividua complainantsin the amount of $500.00. The
check is compensation for alleged discrimination against the complainants. Simultaneous
with the mailing of the check, the Hospital will provide to the Department of Justice a
copy of the check for its records.

RELEASES

Warranty by the United States. The Depatment warrants tha: (1) as of the dateon
which it sgned this Agreement, it is not awar e of any other person who may have abass
for aclamagainst St. Luke’s based on an aleged failure to provide effective
communication to a Paiert or Companion, and (2) it will not seek additional damages on
behalf of any person who has, or who may have, the basisfor aclaim against St. Luke's
that is based on an dleged failure to provide effective communication to a Paiert or
Companion, if the d scrimination is alleged to have taken place prior to the effective date
of thisAgreement, or thereater withrespect to acs or omissions of St. Luke’ sthat do not
violate this Agreemert. Except as otherwise provided inthis Agreement, these warranties
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72.

73.

74.

75.

76.

77.

78.

do not extend to future acts of discrimination or retdiation, or subjects not covered by this
Agreement.

Any and dl clams, proceedings, and causes of action for damages, penalties, attorneys
fees, interest, cods, dedaratory, inunctive or othe relief arising out of the transactionor
series of transactions that gave rise to this Agreement and not expresdy provided for by
this Agreement are released.

MISCELLANEOUS PROVISIONS

Disclaimer of Liability. Nothing in this Agreement shall be construed as an admission by
St Luke' sHospitad and Health Network of any liability or fault, that they engaged in any
wrongful or illegd activity, that any of the United States’ allegations are true, or that any
person suffered any injury as aresult of the events as alleged by the United States. This
Agreement shdl not be offered or received in evidence in any action or proceeding in any
court or other tribunal as an admission or concession of liability or wrongdoing of any
nature on the part of St. Luke sHospital and Health Network, except in an action
chdlenging St. Luke’'s Hogpital and Hed th Network’s conpliancewith this Agreement.

Term of the Agreement. This Agreement shall remainin effect for five (5) years, after
whichtime its provisions shall automatically terminate.

Effective Date. The effective date of this Agreement shall be the date of the last signature,
below.

Execution of Agreement. The undersgned counsel represent that they have been fully
authorized by their clientsto enter into and execute this Agreement under the terms and
conditions contained herein.

Public Agreement. This Agreement, dong with its exhibits, constitutes a public
agresment, and a copy of the Agreement, or any information concerning its cortents
(except where privileged or confidentia by law), may be made available to any person.

Changing Circunmstances. During the five (5) years in which this Agreement will bein
effect, there may be a change in circumaances, such as, for example and without
limitation, an increased or decreased availability of qualified Sgn language or oral
interpretersor developmentsintechnology to assg or improve communicationswith
persons who are deaf or hard of hearing or who have speech impairmerts. If St. Luke's
determines that such changes create opportunities for communicating with Patients and
Companonswho are deaf or hard of hearing or who have speech inmpairments more
efficiently or efectively than is required under this Agreement, or create dfficultiesnot
presently contemplated in the provision of appropriate auxiliary aids and services, it may
seek approvd to modify this Agreenment by presenting written notice to the Department,
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79.

80.

81.

82.

83.

which gpproval will not be urreasonaldy withheld. All Parties shall negotiate in goodfath
prior to modification of this Agreement.

Binding. This Agreement isfinal and binding on the Parties, including all principals,
agents, executor s, administrators, representatives, successors in interest, beneficiaries,
assigns, heirs and legal representatives thereof. Each Party hasaduty to so inform any
such successor inintered.

Non-Waive. Falure by any Party to seek enforcement of this Agreement pursuant toits
terms with respect to any instance or provision shall not be construed as a waiver to such
enforcement with regard to other instances or provisions.

Counterparts. This Agreement may be executed in one or more courterparts, each of
which shall be deemed to be an origina but al of which together shdl congtitute one and
the same instrument.

Compliance. While &. Luke's performsits obligations under this Agreement it shall be
deemed by dl Parties to havefulfilled its obligations under the ADA and the Rehabilitation
Act regarding communication with Patientsand Companions who are desf or hard of
hearing or who have speech impairments, for purposes of any remedy that may be
availableto the Parties for any dleged violation of such obligations by such Hospitd.

Severahlity. Intheevent that aCourt shdl determine that any provision of this
Agreement is unenforceable, such provision shdl be severed from this Agreement and dl
other provisions shall remainvalid and enforceable, provided, however, that if the
severance of any such provision shal materidly dter the rights or obligations of the
Parties hereunder, they shall, through reasonable, good faith negotiations, agree upon such
other amendments hereto as may
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be necessary to restore the Parties as closely as possible to the rdative rights and
obligationsinitially intended by them hereunde.

The undersigned AGREE and CONSENT to the form and content of this Agreement:
For The United States of America

By: Date:

Ralph F. Boyd, Jr., Assistant Attorney Gereral
John L. Wodatch, Section Chief
Susan Reilly, Deputy Chief

Naomi Milton, Supervisory Attorney
Susan G. Quim, Invedigaor

U.S. Department of Justice

Civil Rights Division

Disability Rights Section

P.O. Box 66738

Washington, DC 20035-6738

(202) 307-0663 (voice/ TTY)

For St. Luke’s Hospital and Health Network

By: Date:
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II.

I11.

SCHEDULE A

TTY’s in Public Areas and Specific Locations

A.

If anacoustic couple is used for a permarently affixed TTY, the telephone cord
shal be sufficiently long to alow connection of the TTY and the telephone
receiver.

If an acoustic coupler is used for aportable TTY, the telephone handset
cord shall be sufficiently long so asto alow connection of the TTY and the
telephone receiver.

Shelves and Outlets

A.

Telephones designed to accommodate a portable TTY shal be equipped with a
shelf and an eectrical outlet within or adjacent to the telephone enclosure. The
telephone handset shdl be capable of being placed flush on the surface of the shelf.
The shdf shall be capable of accommodatingaTTY and shdl have 6in (152 mm)
minmumvertical clearance inthe areawherethe TTY isto be placed.

Signs Indicating Location of TTY’s

A.

B.

TTY’sshdl be identified by the international TTY/T DD symbal.

At all public tdephonelocaions, signsposted to indicate the availability of
permanently afixed TTY’s and 9gns which provide direction to or information
about the location of TTY’ s shall satisfy the following requirements:

1. Character Proportion. Leters and numbers onsignsshdl have a width-to-
height raio between 3:5and 1:1 and a stroke-width-to-
height ratio between 1.5 and 1:10.

2. Character Height. Characters and numbers on signs shall be sized
according to the viewing distance from whichthey areto beread. If asign
isto be suspended overhead, the minmum height shall be 3 inches (or 75
mm), as measured using an upper case X. Lower
case characters are permitted.

3. Finish and Contrast. The characters and background of signs shal be
eggshdl, matte, or other non-glare finish. Characters and symbols shal
contrast with their background - either light characters on adark
background or dark characters on alight background.



4, Mounting Height and L ocation. Mounting height shdl be 60 in (1525 mm)
above thefinish floor to the centerline of the sign. Mounting location for
such signage shall be 0 that aperson may approach within 3 in (76 mm) of
signage without encountering protruding objects or standing within the
swing of adoor.

Iv. Volume Control

A.

Telephones required to have a volume control shall be idertified by a sign
containing a depiction of atelephone handset with radiating sound waves. These
signs shall comply with the requirements set forth in Section 111.B., above.

Public area and patient room telephones required to have a volume control shall be
capable of aminimum of 12 dbA and a maximum of 18 dbA above normal volume.
If an automatic rese is provided then 18 dbA may be exceeded.



Exhibit 1
Model Communication Assessment Form

am/pm
Date Time
Name of Person with Disability Patient’s Name
(deaf, hard of hearing, or speech impairment)
Nature of Disability: Relationship to Patient:
(4 Deaf 1 Self
(1 Hard of Hearing (1 Family Member
[ Speech | mpairment (1 Friend / Companion
(4 Other: (4 Other;

Do you want a professional sign language or oral interpreter?
U No. | do not use sign language and do not use interpreters to lip read.
U No. | prefer to havefamily members/ friendshel p with canmunication.

1 Yes. Choose one (freeof charge):
(1 American Sign Language (ASL) interpreter
(1 Pidgeon Signed Engli sh interpreter
(1 Signed English interpreter
(1 Oral interpreter
(1 Other. Explain:

Whic h of the following would be helpful for you? (free of charge)
TTY/TDD (text telephone)

Assistive ligening device (sound amplifier)

Qualified notetakea's

Writing back and forth

CART: Computer-assisted Real Time Transcri ption Service
Other. Explain:

oodood

If you, or the Patient who you are with, is ADMITTED to the hospital, which of the following will you want in
the patient room? (free of charge)

Telephone handset amplifier

Telephone campatible with hearing aid

Closed caption decoders for television set  (Note: any standard fee for television service applies)
TTY/TDD

Flasher for incoming calls

Paper and pen for writing notes

Other. Explain:

oodoodd

We ak thisinfarmation so we can communicae with you efectively. All communication aids and services are
provide FREE OF CHARGE. If you need further assistance, pleaseask yaur nurse or other hospital personnel.

Any questions? Please call our Effedive Communication Program Office, (vace),
(TTY), or vist us duri ng normal business hours. We arelocated in room




EXHIBIT 2

ST. LUKE’S
COMPLIANCE REPORT

Date

Thefollowing information is submitted pursuant to Paragraph 66 of the Agreement enteredinto
by the United States and St. Luke’s Hospital and Hedth Network. D efined terms herein have the
meaningsgiven in the Agreement. Section references below corregpond to the same Sections of

the Agreement.

I. GENERAL OBLIGATIONS

A. Appropriate Auxiliary Aids and Services, Establishment of Program to Provide

Action:

Status:

(Provide implementation dates, names, titles,
locations, and telephone numbers, for each
section as appropriate - do not respond with
checkmarks).

24. Designae Program Adminigrator(s) to
answer inquiries and provide technical assistance

24. Publidze telephone number

24. Respond to telephone inquiries during
business hours

B. Provision of Auxiliary Aids and Services

Action:

Date plan implemented or revised:

25. Immediate Aids and Services

26. Sign Language and Oral interpreters
avalable

27-29. Assessment of Patient (Initial/Ongoing):

C. Complaint Resolution Mechanism

31. Dateimplemented or revised (attach copy) :




II. PROVISION OF INTERPRETING SERVICES

36. Complete this chart with the total number of requests for interpreting services received by
the entire hospital, and actud response times for al requeststhat exceeded such criteriaduring the
period (for reasons other than force majeure events).

Period of Total # of # of Untimely Responses (Hours to Respond) % of Untimely
Report Requeds Responses
Made

2-3 3-4 4-5 5+

Number and description of force majeure events causing untimely responses:

36. ChosenMethod of Providng Interpreters

Date of implementation:

Company or reputable interpreters that will
provide services (attach copy of contract):

Staff Interpreters (provide names of each
person identified, and short description of
that persons interpreting experience)®:

3 Thisinformation is being requested to ascertain that the hospital has taken steps to determine that staff
interpreters are in fact qualified interpreters, rather than someone who only knows basic sign or rudimentary
fingerspdling, asisoften the case in complaintsreceived by the Department.



III. TECHNOLOGY

A. Telephones and Related E quipment

Action:

Number of Items | Number of Items Date for Remaining
Required Installed or Purchased | Items

43.a. TTY’sin public areas

43.b. TTY’ srequiredin
specific locations

43.c. Shdves and outl&s

43.d. Sgnsindicating
locationof TTY'S

43.e. Volume control
telephones

43.f. Storage
location(s)and availability:

44. Tdephonesin patient
rooms, outlets, and
timeliness

Procedure implemented (attach copy of procedure):

B. Captioning and Decoders

Action;

Status:

45. Televisons& caption decoders

46.b. Captioned video programs

46.c. Prerecorded programs

46.d. Live programs

IV.  NOTICE TO COMMUNITY

Action:

Date implemented:

49. Posting of revised policy signs

50. Advertisements

51. Patient Guide




V. NOTICE TO HOSPITAL PERSONNEL AND PHYSICIANS

52. Policy Statement distributed (date):

VI. TRAINING OF HOSPITAL PERSONNEL

Action:

Date compl eted:

Date for training remaining
personnel (if incomplete)

53-55. Comprehensivetraining

57. Emergency department
personnel

58. Psychiatric personnel & social
workers

59. Other key personnel

60. Operators

61. Affiliated physicians




