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Project Aim

• Improve access and the quality of experience for non-English 
speaking individuals seeking services at Recovery Resources

• Goal

❑ To create a more welcoming environment for people to access 
needed services, specifically our non-English speaking clients

• Length of project

❑ 4 months to prepare and begin project

❑ Extend project to Continuous Quality Improvement (CQI) 
department to continue process/procedures



Changes

oTranslation pop up cards

oBadge backers for interpreter access

oFlag banner in main client areas

oPre-surveys
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Results - Timeline

• June 2023 – Meet with the team (Manager of Intake/Assessment, CQI 
Manager), consult with Security, Peer Supports & Front End staff

• July 2023 – Leadership meeting about CLAS project, continue to meet with 
team, talk to Front End staff about new processes, meet with MetroHealth 
Patient Education and Accessibility Services for existing resources

• August 2023 – Order and request materials upon leadership approval, send 
email out to all staff about our CLAS efforts, start the pre-survey with 
clients

• September 2023 – Log pre-survey data, obtain materials, meet with team 
about final presentation, prepare for post-survey after changes are 
implemented



Next Steps

• What will you do to sustain the changes?

❑ Receive interpreter utilization data from MetroHealth

❑ Translate common phrase into top 5 languages (e.g., "You will now 
be escorted to the 3rd floor to receive interpretation services.")

❑ Communicate iPad locations, process for/how to 
access interpretation services to all (e.g., how to secure more badge 
backers for new Front End staff)

• What will you do for your next change project?

❑Work with CQI department and DEI Committee to continue 
implementation of CLAS
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Impact

• Impact on participants, community, target population

❑ Evaluate change with post-surveys

• Does the change strengthen your org?

❑ Yes, we recognized knowledge gaps for our existing resources (i.e., 
iPads) and utilized free CLAS resources/contacts from MetroHealth

• Lessons learned

❑Working with different departments can take additional time for 
changes

• Celebrate - learning opportunities


