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Why is	  EffecEve	  CommunicaEon 
Important? 

• EffecKve communicaKon is criKcal so that: 
– People with disabiliKes can explain their health and 
long-‐term services and supports (LTSS) needs and ask 
quesKons in a manner that	  can be understood 

– People with disabiliKes can understand what	  their 
health plans and health care providers are saying to
them about: 
• LTSS
• Treatment	  opKons and plans 
• PreparaKon for tests 
• Understanding and following medicaKon regimens 

– People with disabiliKes can get	  informaKon from their 
health plan about	  covered benefits and services, LTSS, 
parKcipaKng providers, and request	  accommodaKons 
or file complaints 



 

 
 
 
 
 
 
 
 

EffecEve CommunicaEon	  with People 
who Have Sensory DisabiliEes	  


• Ensuring effecKve communicaKon with 
people who have sensory disabiliKes 
may involve auxiliary aids and services. 
For example: 
– People who are deaf or have hearing loss might	  require 

• Qualified interpreters 
• Notetakers 
• Real-‐Kme capKoning 
• WriMen materials 
• AssisKve listening systems 
• Computer assisted real Kme transcripKon services (CART) 
• Open and closed capKoning 
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Examples	  of CommunicaEon	  

Problems	  and SoluEons	  




Sign Language Interpreters	  


PROBLEM	  

CommunicaKng with people who use Sign Language 

SOLUTION	  
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Sign Language Interpreters	  

•	 Like any other language interpreters, Sign Language 
interpreters translate English and American Sign Language 
(ASL) so people who are deaf and use ASL and people who 
can hear and speak English can communicate 

•	 ASL is a visual-‐gestural language 
used by millions of Americans of all ages 

•	 ASL is a rich and complete language that	  
has a different	  grammaKcal structure than 
the English language 
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AssisEve Listening Device 

CommunicaKng 

PROBLEM	  

with people who are hard of hearing 

SOLUTION	  



 

 

 

AssisEve Listening Device (ALD) 

•	 Help amplify the sounds someone wants to
hear, especially where there’s a lot	  of 
background noise

•	 ALDs can be used with a hearing aid or 
cochlear implant	  to help a wearer hear certain 
sounds beMer 

•	 With the development	  of digital and wireless 
technologies, more and more devices are 
becoming available to help people with 
hearing, voice, speech, and language 
impairments communicate effecKvely 
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CART 

PROBLEM	  
EffecKve communicaKon with people who are Deaf, hard of 

hearing, or who have certain cogniKve or learning impairments 

SOLUTION	  



 

 

 

CART 
(Computer Aided Real-‐Time 

TranscripEon) 

•	 Computer Aided Real-‐Time TranscripKon 
(CART )refers to the instant	  translaKon of the spoken 
word into English text	  using a stenotype machine, 
notebook computer and real-‐Kme so<ware 

•	 CART is a method to provide access to spoken 
communicaKon for people who are deaf, hard of 
hearing, or who have certain cogniKve or learning 
impairments 

•	 The text	  produced by the CART service can be 
displayed on an individual’s computer monitor, 
projected onto a screen, combined with a video 
presentaKon to appear as capKons, or otherwise 
made available using other transmission and display 
systems 
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Text-‐to-‐Voice Relay Service 

PROBLEM: Telephone access for people who have difficulty 
hearing or speaking 

SOLUTION	  
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TelecommunicaEons Relay Service 
(TRS) 

•	 Enables standard voice telephone users to talk 
to people who have difficulty hearing or 
speaking on the telephone. 
–	 Text-‐to-‐Voice Relay 
• A TTY/cell phone user calls a TRS relay center and types 
the number of the person he or she wishes to call 
• The communicaKon assistant	  (CA) at the relay center 
then makes a voice telephone call to the other party to
the call, and relays the call back and forth between the 
parKes by speaking what	  a text	  user types, and typing 
what	  a voice telephone user speaks 



	  
	  	  

	  
	  
	  
	  

	   	   	   	   	   	  	  
	   	   	   	   	   	   	   	   	   	   	   	   	  	  

Video Relay Service for ASL Users 
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Video Relay Service (VRS) 
•	 VRS is an Internet-based form of TRS that allows 

persons whose primary language is American 
Sign Language (ASL) to communicate with the 
communications assistant (CA) in ASL using video 
conferencing equipment 

•	 The CA speaks what is signed to the called party,
 
and signs the called party’s response back to the 
caller 

•	 VRS allows conversations to flow in near real 
time and in a faster and more natural manner 
than text-based TRS



	   	   	  	  

	  
	  
	  

	   	   	   	   	   	  	  
	   	   	   	   	   	   	   	   	   	   	   	  

Voice	  and Hearing	  Carry Over
Relay Service 

PROBLEM: Telephone Access for people who have difficulty 
hearing or speaking 

SOLUTION	  
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Voice	  and Hearing	  Carry Over


•	 Voice Carry Over 
Voice Carry Over (VCO) is a type of TRS that	  allows a person 
with a hearing disability, but	  who wants to use his or her own 
voice, to speak directly to the called party and receive 
responses in text	  from the CA. No typing is required by the 
calling party. This service is parKcularly useful to older people 
who have lost	  their hearing, but	  who can sKll speak 

•	 Hearing Carry Over 
Hearing Carry Over (HCO) is a type of TRS that	  allows a
person with a speech disability, but	  who wants to use his/her 
own hearing, to listen to the called party and type his/her 
part	  of the conversaKon on a TTY. The CA reads these words 
to the called party, and the caller hears responses directly 
from the called party



 

For TRS Dial 711

• Dial 711 to connect	  to certain forms of TRS 
anywhere in the United States. 



	   	  	  

Picture	  CommunicaEon 

PROBLEM 

Complicated CommunicaKon 

SOLUTION	  
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Picture	  CommunicaEon Tools	  


•	 Drawings that	  can be used with people whose 
first	  language is not	  English, such as those
who communicate using ASL, who do not	  
communicate verbally, or who have cogniKve 
or intellectual limitaKons. They do not	  
replace the need for interpreters but	  can be 
parKcularly useful for everyday 
communicaKon in health care and other 
seNngs 



 

 
 
 
 
 
 
 
 

EffecEve CommunicaEon	  with People 
who Have Sensory DisabiliEes	  


• Ensuring effecKve communicaKon with 
people who have sensory disabiliKes may 
involve auxiliary aids and services. For
example: 
– People who are blind or have low vision might	  require: 

• Qualified readers 
• Notetakers 
• Texts in digital formats 
• CDs
• Audio recordings 
• Braille materials 
• Large print	  materials 
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Print Materials 

PROBLEM	  
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AlternaEve Print Formats 
SOLUTIONS	  

• Print	  materials in alternaKve formats 
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– Braille 
– Large print	  



 

	   	  	  	  	  	   	  

	   	   	   	   	  

Digital and Audio Formats 

SOLUTIONS	  
• Print	  materials in alternaKve formats 
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Meet Rashida 
•	 Rashida is a 67 y/o woman 
•	 She has been Deaf since birth 
•	 She recently injured her back

in a fall. She now needs 
to use a walker and also
needs	  help	  dressing, 
bathing, and doing housework

•	 She has requested that	  her
managed care plan provide a Sign 
Language interpreter so she can 
parKcipate in a meeKng with her
care team who will be discussing 
her new need for personal 
assistance services at home

•	 Her plan denied the interpreter 
request, indicaKng that	  instead,
her social worker would report	  the 
decision of the care team to her 



 

 
 

 
 

 

 

 

What Can You Do?	  
•	 Disability and aging organizaKons can assist	  people 
with disabiliKes resolve health care access problems 

•	 Possible acKons: 
– Advise the person that	  they have health care rights 

•	 Non-‐discriminaKon 
•	 EffecKve communicaKon – In Rashida’s case, a Sign Language 
interpreter 

– Urge Rashida to contact	  the managed care plan again and 
request	  an interpreter for the meeKng, or contact	  the plan 
on her behalf 
•	 Explain that	  a Sign Language interpreter is necessary for Rashida 
to communicate effecKvely with her care team and is required 
under federal law when communicaKons are complex 

– If the plan fails to provide an interpreter, advise Rashida to
file a complaint	  with the managed care plan first, then 
with the relevant	  state agency overseeing managed care 



 

 

 

 

Quiz 
QuesEon # 1: EffecKve communicaKon for people 
with disabiliKes means (choose the most	  
appropriate answer) 

A.	 IdenKfying a family member who will convey the 
informaKon 

B.	 Avoiding complex quesKons because of the length of 
Kme it	  might	  take for someone with a speech 
disability to reply 

C.	 Scanning printed care instrucKons and sending them 
via	  email aMachment	  to someone who is blind at
their request	  

D. Referring deaf paKents to other providers who might	  

be willing to provide Sign Language interpreters 



 

 

 

 

Quiz 
QuesEon # 2: An example of method for 
providing effecKve communicaKon is (choose the 
most	  appropriate answer) 

A.	 InstrucKng a person who is blind to ask a friend or
family member to read aloud the printed direcKons 
for preparing for an upcoming test	  

B. WriKng a note to a person who is deaf to convey test	  

results that	  revealed a serious medical condiKon 

C.	 Using the telecommunicaKons relay service to
reschedule an appointment	  with a hard of hearing 
person	  

D.	 Speaking loudly to a person with a cogniKve
disability to be sure the person understands what	  is 
being said 



 

 

 

 

Quiz—Answer in Red 

QuesEon # 1: EffecKve communicaKon for people with 
disabiliKes means (choose the most	  appropriate answer) 

A.	 IdenKfying a family member who will convey the 
informaKon 

B.	 Avoiding complex quesKons because of the length of 
Kme it	  might	  take for someone with a speech disability to
reply	  

C.	 Scanning	  printed	  care instrucEons	  and sending	  them via
email aGachment to someone	  who is blind at their	  
request 

D.	 Referring deaf paKents to other providers who might	  be 
willing to provide Sign Language interpreters 



 

 

 

 

Quiz—Answer in Red 
QuesEon # 2: An example of a method for providing 
effecKve communicaKon is (choose the most	  appropriate
answer) 

A.	 InstrucKng a person who is blind to ask a friend or family 
member to read aloud the printed direcKons for 
preparing for an upcoming test	  

B. WriKng a note to a person who is deaf to convey test	  

results that	  revealed a serious medical condiKon 

C.	 Using the telecommunicaEons	  relay	  serviceto
reschedule	  an appointment with a hard of	  hearing	  
person	  

D. Speaking loudly to a person with a cogniKve disability to
be sure the person understands what	  is being said 


