
KEY ACTIONS FOR IMPLEMENTATION

Standard 9: Establish Culturally and Linguistically Appropriate Goals, Policies and Management 
Accountability

 � Set inclusive goals: Develop and articulate clear goals for cultural and linguistic responsiveness aligned with the 
organization’s mission and client needs.

 � Policy development: Create policies that integrate CLAS principles into all aspects of organizational practice, 
including client care, employment practices and stakeholder engagement.

 � Management accountability: Assign specific accountability for CLAS objectives to leadership roles, ensuring 
that responsibilities are clear and progress is monitored and shared.

Example: A health plan integrates CLAS goals into its strategic objectives and includes specific benchmarks in its 
annual report to stakeholders.

Standard 10: Conduct Ongoing Assessments of the Organization’s CLAS-related Activities
 � Continuous assessment: Regularly evaluate the effectiveness of CLAS initiatives, services and policies through 
surveys, feedback mechanisms and performance metrics.

 � Quality improvement: Use assessment outcomes to inform continuous quality improvement efforts, adapting 
strategies as needed to better meet the cultural and linguistic needs of the population served.

Example: A nonprofit health organization conducts quarterly reviews of its CLAS-related activities, using client, 
staff and community feedback to refine its approaches.

Standard 11: Collect and Maintain Accurate and Reliable Demographic Data
 � Demographic data collection: Systematically collect, maintain and analyze demographic data on race, ethnicity, 
language preference and other relevant cultural indicators to inform service delivery and improvement strategies.

 � Privacy and confidentiality: Ensure the confidentiality of demographic data, using it solely to improve service 
delivery and client care.

Example: An urban clinic uses software that automatically updates client demographic information at every visit 
to ensure accurate data collection for service customization.

Standard 12: Conduct Regular Assessments of Community Health Assets and Needs
 � Community engagement: Actively engage with the community to identify health assets, needs and preferences. 
 � Responsive planning: Use insights gained from community assessments to plan and implement services that are 
culturally and linguistically tailored to the community’s diverse needs.

Example: A community mental health center organizes annual forums where residents can discuss their mental 
health concerns, which directly informs the center’s service adjustments and program developments.
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Tip Sheet for the Engagement, Continuous Improvement and 
Accountability Theme (Standards 9-15)
Objective: To embed cultural and linguistic responsiveness into the fabric of health care organizations 
through active engagement, continuous improvement and accountability measures.
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Standard 13: Partner With the Community
 � Collaborative partnerships: Establish and maintain partnerships with community organizations, cultural leaders 
and other stakeholders to support CLAS goals.

 � Community empowerment: Involve community members in decision-making processes, ensuring that services 
and interventions are community-informed and supported.

Example: A healthcare system forms a coalition with local cultural organizations to co-create health programs 
that are tailored to the diverse cultural groups within the community.

Standard 14: Create Conflict and Grievance Resolution Processes
 � Accessible processes: Develop and implement culturally and linguistically responsive processes for resolving 
conflicts and grievances related to care delivery.

 � Transparency and fairness: Ensure that these processes are transparent, fair and accessible to all people, 
regardless of cultural or linguistic background.

Example: A clinic establishes a conflict resolution panel that includes community representatives to address 
grievances in a manner that respects cultural nuances.

Standard 15: Communicate the Organization’s Progress in Implementing and Sustaining CLAS
 � Transparent communication: Regularly communicate to all stakeholders, including clients, staff and the 
community, about the organization’s progress and achievements in implementing CLAS standards.

 � Celebrate successes: Recognize and celebrate milestones and successes in advancing CLAS to motivate 
continued effort and commitment.

Example: A regional health authority publishes a biannual newsletter detailing progress and achievements in 
implementing CLAS standards, featuring stories of improved client care and community engagement.

STRATEGIES FOR EFFECTIVE IMPLEMENTATION

 � Leadership engagement: Secure ongoing commitment and involvement from top leadership to champion CLAS 
initiatives.

 � Staff involvement: Engage staff at all levels in CLAS efforts through training, participation in improvement 
teams, and feedback mechanisms.

 � Resource allocation: Allocate adequate resources, including time, finances and technology, to support CLAS 
initiatives and improvements.

 � Continuous learning: Foster an organizational culture of continuous learning and improvement in cultural 
responsiveness, encouraging openness to change and adaptation.

 � Community focus: Keep the community’s needs and preferences at the center of CLAS efforts, regularly 
revisiting strategies to ensure that they remain relevant and effective.

Takeaway: Adhering to the Engagement, Continuous Improvement and Accountability Theme is 
fundamental to creating health care environments that are truly inclusive and equitable. By actively engaging 
with both staff and the community, continuously improving based on reliable data, and maintaining 
accountability, health care organizations can ensure high-quality, culturally and linguistically responsive care 
for all clients.
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