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Pop-up text: Cultural awareness consists of (click the marker to reveal)  Valuing 
and recognizing the importance of one's own culture 

• Valuing diversity

• Realizing that cultural diversity will affect an individual's communication
and participation in education in various ways

• A willingness to adapt one's communication and behaviors to be
compatible with another's cultural norms

• A willingness to learn about the traditions and characteristics of other
cultures
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Limited English Proficiency (LEP) 
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Top 15 LEP Languages 

Communication and Sensitivity 
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Respect = The competent professional has a non-judgmental attitude of respect, 
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interest and inquiry. 

Cultural Awareness = Superficial knowledge of cultures other than our own can 
sometimes lead to stereotyping and to inaccurate perceptions. Deeper 
knowledge and an open mindset are needed to combat inaccurate perceptions. 

Identify Your Assumptions = Cultural sensitivity and cultural awareness require 
an honest assessment of our positive and negative assumptions about others. 

Correct Choice 

X Provide consistent customer service regardless of accent, ethnicity or 

cultural differences 

Stereotype based on a person’s name or accent 
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X Remain non-judgmental 

Make assumptions (about a person’s concepts of health, illness or 

means to prevent or cure) 

Laugh or joke about the beliefs of others 

Talk louder if someone does not understand 

Remaining non-judgmental and providing consistent customer service regardless 

of accent, ethnicity or cultural differences is culturally sensitive. 

Do This Pop-up: 

• Listen to understand and effectively assist

• Ask clarifying questions to validate understanding
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• Speak clearly and in plain language

Remain patient and respectful

NOT That Pop-up: 

• Talk louder if someone does not understand

• Stereotype based on a person’s name or accent

• Make assumptions (about a person’s concepts of health, illness or means

to prevent or cure)

• Laugh or joke about the beliefs of others
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One 
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Two 

Three 
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Four 
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TTY and TTD Definitions Pop-up 

TTD and TTY - Text telephone (TTY) devices serve those with hearing 
impairments. Note: The TTY (TeleTYpe) and TDD (Telecommunications Device 
for the Deaf) acronyms are used interchangeably to refer to any type of text-
based telecommunications equipment used by a person who does not have 
enough functional hearing to understand speech, even with amplification. 
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CA LAP Example – Introduction 
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CA LAP Example – Written Translation 

CA LAP Example – Vital Documents 
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CA LAP Example – Spoken Interpretation 

CA LAP Example – Turn Around Times 
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Goals 

Prohibits 
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Prohibited Discrimination 

1 Race Color National Origin 
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2 Limited English Proficiency 

Quality Expectations Pop-up: Quality standards are expected. We may NOT: 

• Require an individual to provide his or her own interpreter

• Rely on minor child to interpret, except in all life-threatening emergency

where there is no qualified interpreter immediately available

• Rely on interpreters that the individual prefers when there are competency,

confidentiality, or other concerns

• Rely on unqualified bilingual or multilingual staff

• Use low-quality video remote interpreting services
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3 Sex / Gender 

4 Age 
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5 Auxiliary Aids and Services 
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Help 1 
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Help 2 

Help 3 



OptumRx Learning CAMA Print Alternate with Attestation 

28 © Property of Optum – Confidential and Proprietary 
Document Owner: OptumRx Compliance  
LS 350691  Reviewed 2022 

Pop-ups:  

For issues related to Section 1557, equal access, or civil rights: 

If you believe you have it identified noncompliance with Section 1557, equal 

access or civil rights, contact: 

• Your manager, or

• OptumRx Civil Rights coordinator (Optum_Civil_Rights at Optum.com

For all other Compliance-related issues: 

The following are ways to report such issues. You only need to report the issue 

once, via any of the following reporting options: 

• Your manager or Human Capital partner

• OptumRx Compliance Office or any Compliance staff member

• UnitedHealth Group Ethics & Compliance Help Center

(Available 24 hours a day, seven days a week)

• Call 1-800-455-4521 (employee hotline)
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1.23 Assessment 
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Q1 

Correct Choice 

Cultural Sensitivity 

X Culture 

Cultural Awareness 

Cross-cultural 

Culture describes the shared values, norms, traditions, customs, arts, history, 

folklore, and institutions of a group of people. 
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Q2 

Correct Choice 

Cultural Sensitivity 

Culture 

Cultural Awareness 

X Cross-cultural 

Cross-cultural describes one culture interacting with another. 
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Q3 

Correct Choice 

Ask if she has ever been to Mexico in an effort to relate to her culture 

X Provide the same service you would give any other customer 

Ask if she wants an interpreter because she may not like speaking 

English 

Speak loudly when answering her questions because she may not 

understand 

Provide the same service you would give to any other customer. 
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Q4 

Correct Choice 

X Believes membership in a particular culture does not mean that any 

individual member necessarily reflects the customs, traditions and 

beliefs normally associated with their culture 

Believes an assessment of his or her assumptions is not needed 

Has a superficial knowledge of cultures other than his or her own 

X Has a non-judgmental attitude of respect, interest and inquiry 

Remaining non-judgmental and recognizing that no one individual necessarily 

reflects the customs, traditions and beliefs generally associated with his or her 

culture is culturally open. 
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Q5 

Correct Choice 

Yes 

X No 

All OptumRx employees must provide excellent and compliant service to our 

members and customers, while creating a safe and welcoming working 

environment. 
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Q6 

Correct Choice 

X Across cultural lines 

X Within diverse generations within a culture 

X Within cultures 

X Across geographic boundaries 

These are all examples of cultural variations. 
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Q7 

Correct Choice 

X AT&T language line 

X Letters and other communications written in multiple languages 

X Online pharmacy directory/search tool indicates languages supported 

at a pharmacy 

X Bilingual or multilingual telephone prompt system 

These are all interpretation support OptumRx provides. 
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Q8 

Correct Choice 

X Spanish 

Japanese 

Vietnamese 

Arabic 

X Chinese 

Spanish and Chinese are the two most commonly-spoken languages by people 

with Limited English Proficiency in the United States. 
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Q9 

Correct Choice 

X Follow established procedures and secure an interpreter to assist 

with the language assistance for the duration of the call 

Advise the member that they will need to reschedule for a later phone 

appointment so the language line may be used 

Send a follow up letter translated into Spanish 

Ask the son to interpret for the member since he is present 

Follow established procedures and secure an interpreter to assist with the 

language assistance for the duration of the call. 
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Q10 

Correct Choice 

Yes 

X No 

The employee should follow instructions in their applicable policy and procedure 

documents and fulfill the member’s request for the form in the font requested. 
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Resources for Cultural Awareness & Section 1557 related issues 

Civil Rights Coordinators (report discrimination or accessibility issues) 
• For Optum and OptumRx:  Optum_Civil_Rights@Optum.com

Taglines and Notices (standard approved language) 
• OptumRx: Taglines and Notices
• Optum: Optum Language Assistance / Nondiscrimination Notice

Accessibility Support (website standard language statement) 
• Optum: Optum Accessibility Statement

Digital Content Support (resource for website accessibility) 
• Accessibility Knowledge Center – Accessibility knowledge centers
• For External use – Agency and vendor guide

Office of Civil Rights Non-Discrimination Notice and Taglines FAQ 
(Section 1557)

• Notice and Tagline FAQ

Resources for reporting (non-section 1557 related) issues: 
Note: Issues only need to be reported once to a resource below 

Optum Privacy Office (Privacy related issues only) 
• privacy@optum.com

OptumRx Compliance Office (Compliance inquiries or concerns, any 
fine/penalty/sanction notice/email/letter from a Regulatory Agency 
pertaining to an OptumRx Entity) 

• optumrxcompliance@optum.com

• Any Compliance staff member

Compliance and Ethics Help Center -  Available 24/7 
Use this to report a violation that you do not believe is getting investigated 
or reviewed internally. This would include a violation of laws/regulations, 
company policies, contractual obligations, and concerns regarding internal 
controls, audit, accounting, or suspected fraud and abuse. 

• UnitedHealth Group Ethics & Compliance Help Center

mailto:Optum_Civil_Rights@Optum.com
https://www.optum.com/non-discrimination/optumrx.html
https://www.optum.com/non-discrimination/optumrx.html
https://www.optum.com/accessibility.html
https://uhgazure.sharepoint.com/sites/accessibility-knowledge-center/?OR=Teams-HL&CT=1629386629759
https://uhgazure.sharepoint.com/sites/accessibility-knowledge-center/?OR=Teams-HL&CT=1629386629759
https://uhgazure.sharepoint.com/sites/accessibility-knowledge-center/SitePages/Agency-and-vendor-guide.aspx
https://www.hhs.gov/civil-rights/for-individuals/section-1557/1557faqs/index.html
https://www.hhs.gov/civil-rights/for-individuals/section-1557/1557faqs/index.html
mailto:privacy@optum.com
mailto:optumrxcompliance@optum.com
https://hub.uhg.com/sites/hub/UnitedHealth-Group/d/Compliance-Ethics/Pages/Compliance-Ethics-HelpCenter.aspx
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• Call 1-800-455-4521 (Employee Hotline – anonymous reporting
option)

Reference Information 

45 CFR Part 92, Section 1557 of the Patient Protection and Affordable 
Care Act (ACA) 

• https://www.hhs.gov/civil-rights/for-individuals/section-
1557/index.html

Section 504 of the Rehabilitation Act of 1973 
• https://www.dol.gov/oasam/regs/statutes/sec504.htm

Section 508 of the Rehabilitation Act of 1973 
• https://www.access-board.gov/guidelines-and-

standards/communications-and-it/about-the-ict-refresh/final-rule

Title II of the Americans with Disabilities Act (ADA) of 1990 
• https://www.ada.gov/ada_title_II.htm

https://www.hhs.gov/civil-rights/for-individuals/section-1557/index.html
https://www.hhs.gov/civil-rights/for-individuals/section-1557/index.html
https://www.dol.gov/oasam/regs/statutes/sec504.htm
https://www.access-board.gov/guidelines-and-standards/communications-and-it/about-the-ict-refresh/final-rule
https://www.access-board.gov/guidelines-and-standards/communications-and-it/about-the-ict-refresh/final-rule
https://www.ada.gov/ada_title_II.htm
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