Access to Interpreter Services

Providers may request interpreters for Members whose primary language is other than Spanish by
calling Molina Healthcare’s Contact Center toll free at (888) 558-5501. If Contact Center Representatives
are unable to interpret in the requested language, the Representative will immediately connect you and
the Member to a language service provider. Molina Healthcare Providers must support Member access
to telephonic interpreter services by offering a telephone with speaker capability or a telephone with a
dual headset. Providers may offer Molina Healthcare Members interpreter services if the Members do
not request them on their own. It is never permissible to ask a family member, friend or minor to
interpret.

Documentation

As a contracted Molina Healthcare Provider, your responsibilities for documenting Member language
services/needs in the Member’s medical record are as follows:

e Record the Member’s language preference in a prominent location in the medical record. This
information is provided to you on the electronic member lists that are sent to you each month
by Molina Healthcare.

e Document all Member requests for interpreter services.

e Document who provided the interpreter service. This includes the name of Molina Healthcare’s
internal staff or someone from a commercial interpreter service vendor. Information should
include the interpreter’s name, operator code and vendor.

e Document all counseling and treatment done using interpreter services.

e Document if a Member insists on using a family member, friend or minor as an interpreter, or
refuses the use of interpreter services after notification of his or her right to have a qualified
interpreter at no cost.

Members with Hearing Impairment

Molina Healthcare provides a TTY/TDD connection accessible by dialing 711. This connection provides
access to Member & Provider Contact Center (M&PCC), Quality, Healthcare Services and all other health
plan functions.

Molina Healthcare strongly recommends that Provider offices make available assistive listening devices
for members who are deaf and hard of hearing. Assistive listening devices enhance the sound of the
provider’s voice to facilitate a better interaction with the member.

Molina Healthcare will provide face-to-face service delivery for ASL to support our members with
hearing impairment. Requests should be made three days in advance of an appointment to ensure
availability of the service. In most cases, members will have made this request via Molina Healthcare
Member Services. These members should be considered for preferential turns.



