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Introduction:
Cultural competence in healthcare is tested every day at registration desks, bedsides and discharge
counters, where patients and relatives with different languages, faiths, health beliefs and abilities meet staff
from many nationalities. Misread expectations, family decision roles or modesty needs lead to complaints,
missed instructions and lost trust. This Core Concept course gives patient-facing supervisors, nurse
managers and service leaders practical methods for inclusive patient care: interpreter-mediated
conversations, teach-back, faith-sensitive care planning and accessibility adjustments. Participants build a
Cultural Competence Improvement Plan for a case hospital unit.

Course Objectives:
• Assess a unit's cultural competence baseline using the awareness, knowledge and skills model and a

staff self-assessment survey
• Elicit patients' health beliefs, faith practices and family decision-making preferences and reflect them

in care and service plans
• Conduct interpreter-mediated conversations and apply teach-back and plain language to confirm

patient understanding
• Adapt services for patients with physical, sensory, cognitive and communication disabilities through

practical adjustments
• Resolve complaints from culturally and linguistically diverse patients and families while protecting

dignity and trust
• Design and measure culturally responsive service standards in a Cultural Competence Improvement

Plan for a hospital unit

Target Audience:
• Nurse managers and charge nurses who set ward routines for patient communication, privacy and

family involvement
• Patient services and front-office supervisors responsible for registration, appointments and patient

information desks
• Patient relations and patient experience officers who handle complaints and advocacy for diverse

patient groups
• Language services coordinators who arrange interpreter support and translated materials across

clinics and wards
• Quality improvement officers who monitor service standards and equity indicators across

departments



Course Outline:

Day 1: Cultural Competence Foundations and Unit Self-Assessment

• Pedersen Three-Factor Model: Awareness, Knowledge and Skills in Patient Care
• Cultural Competence, Cultural Humility and Cultural Safety Compared
• Health Beliefs and Illness Explanations Across Patient Communities
• Unconscious Assumptions in Care: Implicit Bias Reflection Exercises for Clinical and Front-Desk Staff
• Unit Cultural Competence Baseline: Staff Self-Assessment Survey and Patient Population Profile

Day 2: Frameworks for Culturally and Linguistically Appropriate Services

• CLAS Standards Themes: Governance, Language Assistance and Continuous Improvement
• Language Access Policy Elements: Need Identification, Qualified Interpreters and Translated

Materials
• Health Literacy Universal Precautions for Written and Spoken Patient Information
• Patient Explanatory Model Questions for Eliciting Beliefs About Illness and Treatment
• Workforce Diversity Mapping for Multinational Care Teams

Day 3: Communication Across Language, Literacy and Faith

• Interpreter-Mediated Consultation Protocol: Pre-Briefing, First-Person Speech and Debriefing
• Ad Hoc Interpreter Risks: Relatives, Children and Untrained Bilingual Staff
• Teach-Back Method and Plain Language Scripts for Discharge and Medication Instructions
• Faith and Modesty Considerations: Same-Gender Care Requests, Prayer and Fasting in Care

Schedules
• Family Roles in Care Decisions: Identifying the Decision Maker While Respecting Patient Autonomy

Day 4: Disability Inclusion, Team Dynamics and Complaints from Diverse Patients

• Disability Inclusion Adjustments: Mobility, Sensory, Cognitive and Communication Needs
• Easy-Read Materials, Sign Language Access and Accessible Appointment Booking
• Multinational Care Team Friction: Hierarchy, Handover Language and Shared Care Norms
• Complaint Analysis by Language, Faith and Disability to Detect Service Inequity
• Culturally Attuned Apology and Resolution Conversations with Patients and Relatives

Day 5: Role-Play Practice and the Cultural Competence Improvement Plan

• Role-Play: Interpreter-Mediated Discharge Conversation with Teach-Back
• Role-Play: Family Request to Withhold a Diagnosis from the Patient
• Culturally Responsive Service Indicators: Interpreter Use Rate, Complaint Themes and Feedback by

Patient Group
• Case Hospital Unit Analysis and Cultural Competence Improvement Plan Drafting
• Improvement Plan Presentation and Peer Challenge



Skills You Will Gain:
• Cultural Self-Assessment
• Health Belief Elicitation
• Interpreter-Mediated Communication
• Teach-Back Technique
• Faith-Sensitive Care Planning
• Disability Access Adjustment
• Equity-Focused Complaint Analysis
• Culturally Responsive Service Measurement

Why Attend This Course:
• Take back a Cultural Competence Improvement Plan for a hospital unit with indicators and named

owners
• Handle conversations involving interpreters, relatives and faith requests with more confidence after

rehearsed role-plays
• Spot the language, literacy and disability barriers hidden inside routine complaints and patient

feedback
• Compare practice with nursing, service and patient relations peers from hospitals serving

multinational populations

Conclusion:
Patients trust care they can understand and that respects who they are. The week moves from cultural
competence foundations and unit self-assessment, through frameworks for culturally and linguistically
appropriate services, to interpreter-mediated conversations, teach-back and faith-sensitive care, then to
disability inclusion, multinational team dynamics and complaint analysis. The final day rehearses sensitive
conversations and produces a Cultural Competence Improvement Plan ready for review by the unit's
leadership and quality committee.


