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Abstract
The purpose of this project was to improve hypertension treatment adherence among limited
English proficient Hispanic patients with uncontrolled hypertension. Limited English Proficiency
significantly reduces hypertension control among Hispanics by diminishing their understanding
of hypertension diagnosis, treatment adherence, and complications. A language sensitive
education session focusing on antihypertensive medications, reduced sodium intake, and
appointment keeping was implemented among limited English proficient Hispanic patients 21 to
85 years of age, with uncontrolled hypertension, receiving care at a federally funded south San
Antonio clinic. The Hill-Bone Compliance to High Blood Pressure Therapy Scale was utilized to
measure adherence in the following domains: medication, low sodium diet, and appointment
keeping. At the end of the project, 30 patients completed the intervention. Baseline
characteristics were similar for the group. After 10 weeks, hypertension control improved by 7%,
the mean systolic blood pressure decreased by 5.44 mmHg, and mean diastolic blood pressure
decreased by 2.57 mmHg. Results of paired t-tests showed statistical significance between pre-
and post-intervention scores for medication adherence (M = 6.47, SD =4.20, 1 (29) =8.45,p <
.05), low sodium diet adherence (M = 3.60, SD =2.47,1(29) = 7.98, p < .05), and appointment
keeping adherence (M =2.50, SD = 1.72, t (29) = 7.98, p <.05). The intervention led to
significant improvements in hypertension control among limited English proficient Hispanic
patients, supporting the need for language sensitive patient education in the clinical setting.

Keywords: Hispanics, English limited proficiency, hypertension, patient education
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Limited English proficiency (LEP) is a known risk factor for suboptimal care, increased
health care costs, and adverse patient outcomes. According to Betancourt, Renfrew, Green,
Lopez, and Wasserman (2012), LEP causes high readmission rates, extended hospital stays, and
increased number of surgical and peripheral infections. In 2015, approximately 26 million people
in the United States were considered limited English proficient and 60% of this population was
Hispanic or Latino (Batalova & Zong, 2016). The effects of LEP in the Hispanic population are
devastating; Hispanics with LEP experience poor access to care, incur unnecessary health care
costs, and are unable to comply with treatment for chronic diseases like hypertension (HTN)
(E.J.Kim et al., 2017; G. Kim, 2011).

In the 2011-2014 National Health and Nutrition Examination Survey, approximately
26% of Hispanics suffered from hypertension (HTN) and 52.6% of Hispanics had uncontrolled
HTN (Yoon, Fryar, & Carroll, 2015). HTN increases the risk for developing coronary heart
disease, cardiovascular disease, and cerebrovascular accidents. In 2016, approximately 7% of
Hispanics suffered from coronary heart disease, 3% of Hispanics suffered myocardial
infarctions, and approximately 3% of Hispanics had a cerebrovascular accident (Mozaffarian et
al., 2015). It is estimated that by 2030, Hispanics will experience the highest increase in
cerebrovascular accidents when compared to other races (Mozaffarian et al., 2015). Therefore, it
is critical to improve HTN control among Hispanic patients to reduce mortality and morbidity. In
this population, several factors are responsible for poor HTN control. These factors include poor
access to care, complex medication regimes, poor patient self-monitoring, ineffective patient-
provider communication, lack of health care provider counseling, and LEP (Matthes & Albus,

2014; Rash, Lavoie, Feldman, & Campbell, 2014). Even though all these factors negatively
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affect Hispanic patients’ ability to comply with treatment, LEP has one of the most significant
effect of all (Freeman, 2012). Yet, LEP is frequently overlooked in the clinical setting.
Statement of the Problem

The rate of uncontrolled HTN is high among LEP Hispanic patients receiving primary
care at a federally funded south San Antonio clinic. Ninety five percent of LEP Hispanics
receiving services at the clinic suffer from HTN and only 68% of these patients have their HTN
under control. E.J. Kim et al. (2017) state that Hispanic hypertensive patients with LEP do not
understand HTN diagnosis, prognosis, and the importance of medication compliance and
lifestyle modifications (E.J. Kim, et al., 2017). Hispanic patients with LEP may not keep follow-
up appointments, follow care instructions, and may ignore recommended health screenings due
to language barriers. LEP patients tend to be less educated than those that are English proficient,
are likely to live in poverty, and are less likely to have health insurance (Batalova & Zong,
2016). Studies have shown that teaching LEP Hispanic patients in Spanish improves treatment
adherence, increases knowledge, and potentially reduces HTN related mortality and morbidity
(Davis et al., 2015; Ockene et al., 2012).

While the clinic’s staff recognizes the role of language in increasing compliance with
HTN treatment among LEP patients, little effort has been made to address language needs in this
patient population. The clinic offers only the minimum federal required for language services,
which consists of telephonic interpreter services and bilingual staff members. However, the
leadership lacks oversight of the language services, and there is no quality assurance program to
monitor such services. Furthermore, no effort has been made to develop any kind of language
sensitive intervention in order to increase HTN adherence among Hispanic patients with LEP.

Therefore, providing language sensitive education is paramount in increasing HTN treatment
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adherence to prevent HTN related complications such as renal failure, cardiovascular disease,
and death.
Background and Significance

Batalova and Zong (2016) describe a limited English proficient individual as, “any
person aged 5 and older who reported speaking English less than very well” (p. 1). In 2015, 9%
of the American population was categorized as suffering from LEP (Batalova & Zong, 2016).
The highest concentrations of LEP individuals were found in cities with large populations of
immigrants, such as Florida, California, New York, Illinois, New Jersey, and Texas (Batalova &
Zong, 2016). As the number of LEP individuals continues to increase, LEP should be a priority
when addressing health care needs in this vulnerable population. According to The Joint
Commission (2011), approximately 49.1% of LEP patients experience adverse outcomes that
range from mild bodily harm to death.

The detrimental effects of LEP are well known to the American health care system.
Efforts attempting to address LEP can be traced back to the Civil Rights Act of 1964, which
directed health care facilities receiving federal funding to provide language access services to
patients with LEP (U.S. Department of Health & Human Services, 2000). In 2000, president Bill
Clinton made the significance of addressing LEP in vulnerable populations publically known, by
issuing executive order 13166 (U.S. Department of Health & Human Services, 2000). This
executive order made it mandatory for federal health care agencies to assess, develop, and
implement language services for LEP patients (U.S. Department of Health & Human Services,
2000). Throughout the years, many organizations have become actively engaged in addressing
LEP within the Hispanic population. Some states have created their own medical interpreter

certification programs, such as in the state of California (http://www.chiaonline.org). Other states
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have adopted the medical interpreter certification program designed by the National Board of
Certification for Medical Interpreters (http://www.certifiedmedicalinterpreters.org). Despite
these efforts, LEP patients continue to experience poor health outcomes. The unsuccessful
resolution of LEP seems to be a result of nonexistent language federal regulations, lack of
standardized language services in health care organizations, limited financial incentives, and
health care workers’ limited knowledge of LEP. Ngai et al. (2016) reported that language
services were provided for less than 25% of LEP patients during emergency room visits.
Michalec, Maiden, Ortiz, Bell, and Ehrenthal (2015) reported that some health care providers
choose not to use approved language services when treating LEP patients. Instead, they use smart
phones, the Internet, and hand gestures to communicate with LEP patients (Michalec et al.,
2015).

Even though LEP negatively affects individuals from all races, it is imperative to
recognize Hispanics as major victims of LEP. Batalova and Zong (2016) state that approximately
64% of the total LEP population speaks Spanish. According to G. Kim et al. (2011), Hispanics
with LEP are likely to receive less health education, misunderstand health instructions, have
limited access to care, and experience low health literacy. As a result, LEP Hispanic patients
have shown to have poor medication adherence and inadequate chronic disease management (G.
Kim et al., 2011). HTN is a common diagnosis affecting Hispanic patients, and it is estimated
that approximately 57% of Hispanics have uncontrolled HTN. E. J. Kim et al. (2017) suggest

that LEP directly influences adherence to HTN treatment in the Hispanic population.
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Assessment
Description of the Organization

This federally qualified center provides adult primary care services to residents living in
the south side of San Antonio, Texas. The clinic is part of a regional nonprofit health care
network, rendering services to insured and uninsured individuals. The clinic primarily offers
scheduled and same day visits, with appointments lasting approximately 15 to 20 minutes
depending on the complexity of the patient. The clinic provides services in teams that include a
provider (physician, family nurse practitioner, or physician assistant) and a medical assistant
(MA). Currently, the clinic employs one supervising physician, one family nurse practitioner,
one physician assistant, and three MAs. Each provider typically sees approximately 28 patients
per day. There is also clinic manager who oversees daily operations, and is responsible for
handling patient complaints. The clinic uses an electronic record system to track patient
care, documenting the following quality measures: weight screening, tobacco use screening,
pharmacological treatment for asthma, depression screening, lipid lowering therapy, ischemic
vascular disease, colorectal and cervical cancer screening, and HTN control. Lastly, the clinic
offers telephonic interpreter services and hires bilingual staff members. As of now, the clinic has
one bilingual provider and two bilingual MAs.

Approximately 90 patients per day visit the clinic. In the past 6 months, the clinic
rendered services to 11,119 patients; 70% were females and 30% were males. The patient
population predominantly consists of Hispanics (96%), White (3%), and other races (1%).
Approximately one-third of the patients are uninsured. The majority of patients suffer from
HTN, diabetes, and hyperlipidemia. Additionally, the clinic identified cardiology, podiatry, and

ophthalmology as the top referrals obtained for this patient population.
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Assessment Results

After assessing the organization’s current practices, the Doctor of Nursing Practice
(DNP) student arrived at the following results. First, there is daily interaction between LEP
patients and clinic staff via face-to-face contact, telephone, and electronic correspondence.
Second, the clinic has a poor assessment process in place to identify LEP patients. The staff does
not collect data on the number of LEP patients the clinic serves. Furthermore, there is no data on
the top most frequently encountered non-English languages among the patient population served.

Third, the clinic offers telephonic interpreter and in-house uncertified interpretation
services for LEP patients. The organization has a limited tracking system to collect language
usage, cost, and patient language preferences. There is no language certification or assessment
process for potential interpreters/translators currently in place, and it is commonplace for a
patient’s family members and friends to serve as interpreters during appointments and
consultations. Moreover, very few of the clinic’s documents have been professionally translated,
such as consent forms, notice of rights, notice of denial, and intake forms.

Fourth, the organization does not offer staff training on how to access and provide
language assistance services to LEP individuals. Additionally, the organization does not have a
staff handbook including instructions related to providing language services to LEP patients.
Staff members are only informed of which number to call in case a patient needs language
services. Lastly, the staff is not trained on how to request translation of written documents, such
as education handouts, into other languages.

Fifth, the organization has an outdated written language policy, which was last reviewed
in 2011. Furthermore, there is no language access coordinator, as the operations and business

office handle all language related activities, such as paying for language services and securing
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contracts with language service vendors. For the last five years, Language Line Solutions have
provided language services at the clinic, and there is no quality assurance program in place to
assess effectiveness, patient satisfaction, and grievances with existing language services.
Sixth, there is no indication that the staff have endeavored to focus on identifying barriers to
HTN adherence, especially among LEP patients. Seventh, there is no comprehensive process in
place to educate patients. During visits, providers discuss treatment with patients briefly due to
time constraints and give patients a copy of the visit with treatment plan instructions.
Unfortunately, all treatment plan instructions are written in English. Eighth, the clinic does not
have any HTN related performance improvement initiatives.

Overall, the clinic’s current state supports the need for the proposed intervention. There is
a high probability that LEP patients do not comply with HTN treatment because their language
needs are not being addressed in their plan of care. The clinic receives federal funding for
language services, yet it lacks the infrastructure and processes to effectively deliver these
services. In addition, the clinic’s staff have identified HTN control as a priority; however, it has
not developed any evidence practice intervention to address the issue. Furthermore, stakeholders
and the leadership seem supportive of the proposed change. They are committed to investing
time, resources, and efforts to ensure its successful implementation. Most importantly, the
stakeholders and leadership share a common goal, to provide comprehensive and culturally
competent patient care.
Readiness for Change

In order to assess change readiness in the clinic, the DNP student interviewed all staff
members and completed the Practice Improving Capacity Rating Scale created by the Robert

Wood Foundation (see Appendix A). This tool has been validated and widely used in ambulatory
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settings to assess change readiness (Robert Wood Johnson Foundation, 2014). The tool consists
of 15 questions that cover the following areas: financial resources, leadership support, competing
priorities, communication, infrastructure, community resources, quality improvement, data
reliability, meaningful use, informational technology, and data reporting (Robert Wood Johnson
Foundation, 2014). Participants answer questions by selecting either a red, yellow, or a green
answer. Once participants complete the tool, interviewers calculate the overall total. The overall
readiness level is determined as follows: red (0-99 points), yellow (100-249 points), and green
(250 or greater). Furthermore, red indicates that the practice is not ready for change; yellow
indicates that the practice has limited capacity for change; and green indicates that the practice is
ready for quality improvement work (Robert Wood Johnson Foundation, 2014). After the DNP
computed staff members’ scores, the clinic scored 300 points, which indicated that the clinic was
ready for change.

Additionally, when observing the clinic and interacting with staff members, the clinic
seems ready to implement this intervention. Staff members are actively engaged in the collection
of HTN data, and are interested in improving HTN treatment adherence among patients with
LEP. Staff members recognize the need to improve education for LEP patients, and seem open to
the proposed intervention. The leadership recognizes that existing language services are not
effective in addressing patients’ language needs and is interested in discussing quality and
patient outcomes. Furthermore, the leadership is interested in changing current practice and
implement an evidence-based intervention. Additionally, leadership is willing to invest time,
resources, and personnel to assist with the implementation of the intervention. As of now, the
clinic has the ability to fully implement the proposed intervention because it does not have any

other competing quality improvement project. Lastly, the leadership as well as staff members are
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fully committed to support the proposed intervention in order to improve HTN treatment
adherence among LEP patients.

The DNP student also assessed patients’ readiness for change. Even though the DNP
student was not allowed to interview patients, providers and MAs provided relevant information
about patients’ readiness. Providers stated that many patients want to effectively manage their
HTN. Providers also stated that patients try very hard not to miss appointments and comply with
medications. Lastly, providers stated that patients want a HTN education program in Spanish.
Overall, clinic staff members, leadership, and patients seem ready to implement the proposed
intervention.

Methods Used to Collect Change Readiness Data

During the completion of the needs assessments, two main groups of stakeholders were
involved in the process: the health care organization and providers. In order to collect data, the
DNP student used interviews and surveys. The DNP student interviewed providers, MAs, front
desk clerks, and the clinic manager. Each interview consisted - of identifying the interviewee’s
role, experience, and general assessment of the clinic. Then, the DNP student asked interviewees
to complete two survey tools.

The first survey consisted of a series of questions addressing HTN management in the
clinic (see Appendix B). The survey questions were developed based on the assessment survey
found in the Measure-Up/Pressure-Down provider toolkit created by the American Group
Medical Foundation (Matthews, Penso, Sanderson-Austin, & Yphantides, 2013). The second
survey consisted of a complete assessment of language services for LEP individuals within the
organization (see Appendix C). This language assessment is found in the Language Access

Assessment and Planning Tool for Federally Conducted and Federally Assisted Programs
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handbook created by the United States Department of Justice (Limited English Proficiency,
2011). The DNP student was unable to determine reliability and validity for the two survey tools.
Stakeholder Engagement

The health care organization, health care providers, and patients are the key stakeholders
in the current issue. It is federally mandated for this organization to provide language services.
Presently , the organization offers telephonic interpreter services. Typically, the front desk clerk
contacts the Language Line Solutions phone line and requests an interpreter based on the
patient’s language. Once the service line assigns an interpreter, the patient and provider are
connected to the interpreter via a dual phone handset. The clinic also hires bilingual staff
members to facilitate communication with LEP patients. Currently, the clinic does not have
oversight of language services, does not monitor quality of services, and does not assess patients’
satisfaction with language services. Additionally, due to work schedules, bilingual staff members
are not always available to assist patients and may lack proficiency in some languages. The
organization does not have a verification or credentialing processes to ensure that staff members
are truly bilingual. Lastly, the organization does not have certified medical interpreters on site,
and has few LEP appropriate education materials. In terms of HTN control, the clinic monitors
blood pressure (BP) control in hypertensive patients; however, the clinic does not recognize LEP
as a factor hindering HTN adherence.

The second group of stakeholders consists of health care providers. Providers are
responsible for diagnosing, treating, referring, coordinating care, and educating patients. The
completion of these tasks can be quite challenging when treating LEP patients. In the presence of
LEP patients, providers are obligated to use telephonic interpreter services. Unfortunately, due to

time constraints, in many occasions providers have to use family members or staff members as
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translators. According to providers, the use of uncertified interpreters is discouraged, but at times
necessary. Research has shown that uncertified interpreters lack the skills to accurately translate
medical terms (Schenker, Pérez-Stable, Nickleach, & Karliner, 2011). Additionally, uncertified
interpreters may have opinions and practices that may change the meaning of the conversations
between a provider and the patient (Rorie, 2015).

Providers agree that LEP patients are likely to misunderstand disease processes, take medications
incorrectly, and inadvertently miss appointments. According to Freeman (2012), language
discordance between patients and providers is a significant barrier to care and leads to poor
health outcomes. Providers also agree that current clinic practices do not address patients’
language needs and existing language services are less than ideal. In terms of HTN control,
providers use the 2003 Guideline for the management of High Blood Pressure in Adults issued
by the Seventh Joint National Committee (JNC 7).

The third group of stakeholders consists of patients seeking primary care services that
expect to receive timely, efficient, effective, safe, and patient centered care. Patients expect to
receive services and resources that meet their goals and needs. Patients with LEP expect to
have access to efficient language services in order to facilitate their interactions with providers.
Currently, LEP patients use existing telephonic interpreter services. However, many patients
state that the service is not useful and they leave the clinic with numerous questions and
concerns. Furthermore, LEP patients state that the service does not help them learn about their
disease. Additionally, LEP patients state that the clinic does not provide them with language
appropriate educational material. In terms of HTN control, patients receive care based on the
HTN JNC 7 guidelines. However, many patients fail to comply with HTN treatment because of

their poor understanding of HTN and to the language barriers.
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Project Identification
Purpose

This quality improvement (QI) project aimed to improve adherence among LEP Hispanic
patients 21 to 85 years of age with uncontrolled HTN, receiving care at a federally funded south
San Antonio clinic, by providing HTN education in Spanish.

Objectives

The primary objective of this QI project was to improve HTN control among LEP
Hispanic patients 21 to 85 years of age to reduce cerebrovascular, cardiovascular, and renal
disease. The secondary objective of this QI project was to improve medication adherence, low
sodium diet adherence, and follow-up care adherence among LEP Hispanic patients 21 to 85
years of age with uncontrolled HTN (BP > 140/90).

Anticipated Outcomes

By August 2017, HTN control (BP < 140/90) will increase from 68% to 78% among LEP
Hispanic patients, 21 to 85 years of age with uncontrolled HTN, receiving primary care at a
federally funded south San Antonio clinic.

By August 2017, medication adherence will improve from 0% to 50% among LEP
Hispanic patients, 21 to 85 years of age with uncontrolled HTN (BP>140/90), receiving primary
care at a federally funded south San Antonio clinic.

By August 2017, low sodium diet adherence will increase from 0% to 50% among LEP
Hispanic patients, 21 to 85 years of age with uncontrolled HTN (BP>140/90), receiving primary

care at a federally funded south San Antonio clinic.
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By August 2017, appointment keeping adherence will improve from 0% to 50% among
LEP Hispanic patients, 21 to 85 years of age with uncontrolled HTN (BP>140/90), receiving
primary care at a federally funded south San Antonio clinic

The first outcome’s target goal was established based on the clinic’s previous three-year
HTN control rates. The target goal for the second, third, and fourth outcomes was established
based on the 50% national antihypertensive treatment adherence rate (Rash et al., 2014).
Furthermore, the clinic does not monitor medication, low sodium diet, or appointment keeping
adherence, so there is no available baseline data. As a result, the current medication, low sodium
diet, and follow-up care baseline adherence was identified as 0%.

Summary and Strength of the Evidence

In the Hispanic population, several factors are known to cause poor HTN treatment
adherence. These factors include poor access to care, complex medication regimes, poor patient
self-monitoring, ineffective patient-provider communication, lack of health care provider
counseling, and LEP (Matthes & Albus, 2014; Rash et al., 2014). However, LEP seems to have
the most profound effect of all in affecting Hispanics ‘ability to comply with HTN treatment
(Freeman, 2012).

Hispanic patients with LEP have difficulties reading written health information,
understanding verbal directions, and following medication instructions (G. Kim et al., 2011).
Therefore, LEP Hispanic patients are likely to have uncontrolled HTN when compared to those
who are English proficient ( E. J. Kim et al., 2017). These patients have a high risk for
developing HTN related complications such as cerebrovascular accidents, renal disease, and MIs

(E.J. Kimet al., 2017).
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Additionally, LEP Hispanic patients experience suboptimal care outcomes, low patient
satisfaction, decreased access to care, poor quality care, high psychological distress, and poor
treatment adherence (Freeman, 2012; E. J. Kim et al., 2017). Furthermore, these patients suffer
from multiple chronic health conditions, experience high disability rates, and have less access to
health care services (G. Kim et al., 2011; Sentell & Braun, 2012). A systematic review by Wang,
Mohering, Stuhr, and Krug (2013) showed LEP as the main barrier preventing Hispanic patients
from undergoing colorectal cancer screening. A study by Khan et al. (2013) showed that LEP
was a significant barrier in preventing Spanish-speaking women from understanding their
medical conditions and recommended treatment. Another study by Qureshi et al. (2014) showed
that LEP cancer patients were less likely to receive chemoradiation treatment than English
proficient patients were.

LEP Hispanic patients also experience an increased number of unplanned emergency
room visits, make frequent medication errors at discharge, and underestimate health risk factors
(McElligott et al., 2014; Ngai et al., 2016; Samuels-Kalow, Stack, & Porter, 2012). Additionally,
this population experiences long hospital stays, increased surgical complications, and increased
hospital readmissions (Betancourt et al., 2012; Lion et al., 2013; The Joint Commission, 2011).
Even though LEP negatively affects every aspect of care of Hispanic patients, it is important to
recognize its impact in decreasing compliance with chronic illnesses such as HTN since this
disease is highly prevalent in this population.

Research has shown that providing language sensitive health education lessens LEP
effects, increases HTN control, and improves patient outcomes among hypertensive patients
(Davis et al., 2015; Jih et al., 2016; Margolius et al., 2012; Ockene et al., 2012; Xu et al., 2014).

A metanalysis by Xu et al. (2014) showed that BP control significantly improved after Chinese
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patients received language sensitive HTN education. A pilot study by Lin et al. (2014) and a
cluster-randomized trial by Beune et al. (2014) also showed that BP control significantly
improved after Asian and Black patients respectively received language sensitive HTN
education. Furthermore, a systematic review by Ndanuko, Tapsell, Charlton, Neale, and
Batterham (2016) showed that lifestyle focused health education significantly improved HTN
control among patients. Additionally, research has shown that using more than one education
delivery method is more effective than using a single method in order to improve compliance
among LEP patients (Jih et al., 2016; Margolius et al., 2012). Jih et al. (2016), in a study of 756
participants, observed that individuals whom attended lectures and received handouts had greater
increases in knowledge and compliance than those who only received handouts.

Additionally, a few studies have indicated that teaching health education in Spanish to
LEP Hispanic patients increased knowledge, adherence, and outcomes (Araiza, Valenzuela, &
Gance-Cleveland, 2015; Buckley et al., 2015; Davis et al., 2015; Howie-Esquivel, Bibbins-
Domingo, Clark, Evangelista, & Dracup, 2014; Marshall et al.; 2013; Ockene et al., 2012). Three
hundred diabetic LEP Hispanic patients after receiving health education in Spanish achieved
significant weight loss, improved hemoglobin A1C levels, and obtained low insulin resistance
(Ockene et al., 2012). A study by Buckley et al. (2014) showed that 112 LEP Hispanic patients
with metabolic syndrome experienced a significant reduction in blood glucose, cholesterol, and
body mass index related to metabolic syndrome after receiving health education in Spanish.
Davis et al. (2015) and Marshall et al. (2013) showed that breast cancer prevention and treatment
significantly increased among LEP Hispanics with breast cancer after receiving health education
in Spanish. Another study by Howie-Esquivel et al. (2014) showed that LEP Hispanic patients

with heart failure were successful in increasing their knowledge and compliance after receiving
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disease education in Spanish. Even though these studies have not been conducted in LEP
Hispanic patients with HTN, conducting health education in Spanish seems a plausible option to
improve HTN control and prevent HTN related complications in this patient population.

Overall, there is a gap in the literature regarding the role of health education in Spanish in
improving HTN treatment adherence among LEP Hispanic patients. Many of the studies found in
the literature are descriptive and based on small or convenient samples. The majority of LEP
studies conducted have been in California and have mainly focused on the Asian population.
Furthermore, several studies have used the National Health and Nutrition Examination Survey
data to generate findings that may underestimate the actual incidence and impact of LEP in the
Hispanic population. Additionally, there are only a few studies specifically addressing the effects
of LEP in HTN adherence within Hispanics. Lastly, only a few studies have analyzed the
benefits of conducting Spanish teaching sessions in hypertensive Hispanics with LEP and its
potential for increasing HTN compliance in primary care settings.

Methods

A teaching session in Spanish was conducted to improve adherence with HTN treatment
among LEP Hispanic patients with uncontrolled HTN. Participants were recruited from a
primary clinic located in the south side of San Antonio, Texas. The DNP student reviewed
patient electronic medical records and identified eligible participants based on the inclusion
criteria. During clinic visits, the DNP student provided information to eligible patients about the
initiative to determine their interest in participating in the QI project. The DNP student accessed
medical records upon approval from the University of the Incarnate Word Institutional Review
Board. The DNP student coordinated appointment times to meet with participants to conduct the

teaching session. One Spanish speaking DNP student conducted all teaching sessions.
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Each participant was asked to return to the clinic during scheduled times for a 30 minute
appointment, in which they received a BP assessment, completed the Hill-Bone Compliance to
High Blood Pressure Therapy Scale (HB Comp Scale), and attended a HTN teaching session in
Spanish. The HB Comp Scale (see Appendix F) was translated by the DNP student, who is fluent
in Spanish, and by a clinic provider who is also fluent in Spanish, to ensure inter-rater reliability.
The HB Comp Scale assesses patient behaviors for three domains of hypertension (HTN)
treatment: medication adherence, reduced sodium intake, and appointment keeping (Lam &
Fresco, 2015). The scale has 14 items with a four-point response format: one (none of the time),
two (some of the time), three (most of the time), and four (all of the time). Higher scores on the
scale indicate a lower level of adherence. It takes approximately 5 minutes to administer
(M.T.Kim, Hill, Bone, & Levine, 2000). The scale has shown to be valid and reliable among
hypertensive patients (Lam & Fresco, 2015). Prior to using the scale in clinical settings, its
creators tested validity and reliability. A panel of experts who specialized in BP clinical research
and practice tested the validity of the scale. After a rigorous evaluation process, the panel
reached 100% agreement that the scale was valid since it measured intended HTN related patient
behaviors (M.T.Kim et al, 2000). Additionally, the construct and predictive validity testing were
assed via clinical studies and deemed the scale valid as well (M.T.Kim et al, 2000). The
reliability of the scale was tested by measuring its internal consistency and factor analysis
(M.T.Kim et al, 2000). The scale showed a Cronbach’s alpha of greater than 0.70 and the
predicted factor analysis established by the authors (M.T.Kim et al, 2000). Overall, the scale is
considered highly reliable and valid to assess adherence among hypertensive patients (M.T.Kim

et al, 2000; Lam & Fresco, 2015).
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The teaching session included the following topics: definition of HTN, recommended BP
goals, modifiable and non-modifiable risk factors, complications of uncontrolled HTN,
medication adherence, low sodium diet, importance of weight reduction and exercise, tobacco
cessation, importance of self-monitoring of BP, and importance of follow-up care. The DNP
student used pictures, diagrams, and charts to reinforce patient knowledge. Additionally, each
participant received a take home handout to reinforce learning and to clarify the information
presented.

The DNP student used the “La presion arterial y su salud.” handout created by the
American Society of Hypertension in 2010 (see Appendix G). This handout complies with the
LEP written translation requirements mandated by the Department of Health and Human
Services Language Access Services and Centers for Disease Control and Prevention. The
handout contains plain language, clear information, and is culturally appropriate. The handout is
written at a fourth-grade level with recommended font size and style. Lastly, the handout clearly
highlights the key patient actions to successfully manage HTN. Participants were asked to return
to the clinic within 10 weeks after the teaching session to receive a BP assessment and complete
the HB Comp Scale. All participants received the DNP student’s contact information for follow-
up questions regarding the teaching session and handout. In the event that a participant did not
complete the post-intervention session, the DNP student made one attempt via telephone to
reschedule the session.

Setting

The QI project was conducted at a federally funded clinic located in the south side of San

Antonio, Texas. This site was selected due to the prevalence of LEP Hispanic patients receiving

primary care services for HTN. Between August 2016 and January 2017, 95% of Hispanics seen



A QUALITY IMPROVEMENT INITIATIVE 26

at the clinic suffered from HTN. Furthermore, only 68% of these patients have their BP under
control. At this clinic, patients receive chronic disease management, basic medical care, follow-
up services, and counseling services. The clinic delivers care based on the team concept,
consisting of: one supervising physician, one mid-level provider, and one medical assistant. Each
provider typically sees approximately 28 patients per day.
Population

Participants were recruited from patients receiving care at a federally funded south San
Antonio clinic between May and August 2017. Patients were eligible if they:

¢ identify themselves as Hispanic or Latino;

identify Spanish as their preferred language, as evidenced by their language selection on

the clinic patient form;

are 21 to 85 years of age;

have a clinical diagnosis of uncontrolled HTN (BP >140/90);

take at least one antihypertensive medication;

follow verbal and written instructions in Spanish; and
e participate in a clinic sponsored health care program.

Organizational Barriers

Although the clinic was receptive to implementing the proposed intervention, there were
barriers that can potentially hinder the process (see Appendix D for SWOT Analysis). The clinic
did not emphasize the importance of LEP when aiming to increase HTN adherence among non-
English speaking patients. The clinic did not adequately assess patients’ language needs and the
staff was not trained to access and provide language services. A language competency process

will need to be developed to ensure that those who will be educating LEP patients are competent
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interpreters. Patients’ appointments were scheduled to last approximately 15 minutes, leaving
almost no time for conducting patient education. The clinic did not have a quality assurance
process for neither language services nor patient education. Lastly, the clinic allocated few
resources for the development of written and electronic language appropriate materials.

Organizational Facilitators

While numerous barriers existed, the clinic had drivers that could facilitate the
implementation of the proposed intervention. The clinic received federal funding for language
services and used an evidence-based clinical practice guideline: the JNC7 guidelines for HTN
management. Monthly HTN compliance data was collected and reported to the Uniform Data
System. Clinic providers and MAs recognized the importance of providing language appropriate
education to LEP patients, in order to increase HTN treatment adherence. Additionally, the
leadership had shown commitment to allocate time and resources to implementing the proposed
intervention. Lastly, staff members and the leadership shared a similar culture of patient safety
and high quality care.

Ethical Considerations

This QI project consisted of offering appropriate language education to patients in an
effort to increase adherence to HTN treatment. Prior to implementation, the University of the
Incarnate Word Institutional Review Board reviewed the project to ensure compliance with
federal, state, local, and university regulations. Patients and providers were able to choose not to
participate in the QI project. The proposed intervention posed minimal risks for participants
while maximizing potential benefits. Participants’ privacy and confidentiality was maintained
and protected throughout the project. The DNP student and mentor accessed patients’ electronic
medical records in a locked office and used password protected computers. During the QI

project, patients’ personal information was not used; only the DNP student and mentor assessed
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patients’ electronic records in a secured office. Each patient’s record was assigned a number, and
all data findings were reported as aggregate data in order to maintain anonymity. Lastly, the
DNP student received approval from the organization to conduct the project.

Results

Twenty-five women (83.3%) and five men (16.7%), with the majority of the participants
being married (70%) participated in the project. Ages ranged from 29 to 71 years, with a mean
age of 54.2 years (SD = 9.8). Fifty percent of participants had educational levels below high
school, and the other 50% completed high school (40%) or some college (10%). More than 50%
of participants were overweight and 36.7% were obese. Ninety six percent of participants had at
least one comorbidity to include diabetes, hyperlipidemia, or obesity. The majority of
participants (63.3%) were taking one, 23.3% of participants were taking two, and 13.3 % were
taking three antihypertensives respectively.

HTN Control

After 10 weeks of implementation, HTN control among participants was 77% (23/30); a
7% increase from baseline (70%).The mean systolic BP decreased by 5.44 mmHg (140.37 to
134.93) and mean diastolic BP decreased by 2.57 mmHg (83.90 to 81.33). Table 2 shows BP
measurements before and after project intervention and their corresponding descriptive statistics.
Medication Adherence

After 10 weeks of implementation, medication adherence scores showed a percentage
increase from 0% to 32.55%. Percentage increase was calculated by using the following formula:
(y2 - y1)/y1*100. A paired t-test was computed to determine whether there was a difference in

medication adherence scores before and after 10 weeks of the project implementation. Consistent
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Table 1

Demographic and Clinical Characteristics of Participants

Characteristic Percentage Mean SD
Gender 1.80 0.40
Male 16.70
Female 83.30
Age 54.23 9.80
29-49 36.70
50-70 53.40
> 170 3.30
Education Level 17.30 1.01
Less than High
School 50.00
High School
Completion 40.00
Bachelor's Degree 6.70
Advanced Degree 3.30
BMI 3.30 0.60
Healthy (18.5-24.9) 6.70
Overweight (25.0-
29.9) 56.70
Obese 36.70
No. of Comorbidity 2.03 0.93
0to?2 66.70
3to4 33.30
No. of Medications 1.50 0.73
1 13.30
2 23.30
3 13.30

Note. SD = Standard Deviation, BMI = Body Mass Index, n = 30.
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Table 2

Blood Pressure Measurements Before and After the Intervention

Pre-Intervention Post-Intervention

Patient ID SBP DBP SBP DBP
1 142 92 135 80
2 147 79 138 80
3 141 81 130 76
4 155 79 145 78
5 158 76 144 74
6 146 88 140 88
7 142 84 138 84
8 183 95 155 88
9 145 90 138 83
10 139 90 120 70
11 135 68 124 81
12 135 85 134 78
13 140 90 138 86
14 130 80 126 82
15 140 70 120 82
16 132 85 124 82
17 138 83 126 84
18 132 80 136 80
19 134 83 124 82
20 140 83 130 84
21 130 84 132 88
22 140 89 140 80
23 138 78 128 70
24 145 87 130 82
25 120 91 140 92
26 126 90 146 84
27 140 89 142 80
28 138 78 134 80
29 140 80 140 80
30 140 90 141 82

Mean 140.37 83.90 134.93 81.33
SD 11.08 6.40 8.54 4.83

Note. SD = Standard Deviation
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with the project’s desired outcome, post-intervention medication adherence scores (M = 13.40,
SD = 5.73) were lower than pre-intervention medication adherence scores (M = 19.87, SD =
8.22). There was a statistically significant difference between pre-intervention and post-
intervention medication adherence scores (M = 6.47, SD = 4.20, t (29) = 8.45, p <.05). Table 3
shows the paired t-test statistical analysis for medication adherence scores before and after the
intervention.

Table 3

Results of Paired t-test for Medication Adherence Scores Pre- and Post-Intervention

95% CI for Mean
Difference
Mean SD SEM  Lower  Upper t df
Participants’ medication 6.47 4.20 77 4.90 8.03 8.45* 29
adherence score pre-

and post-intervention
Note. SD = Standard Deviation, CI = confidence interval, SEM = Standard Error of the Mean.

*p <.05.
Low Sodium Diet Adherence

After 10 weeks of implementation, low sodium diet adherence scores showed a
percentage increase from 0% to 47.79%. Percentage increase was calculated by using the
percentage increase formula listed above. A paired t-test was computed to determine whether
there was a difference in low sodium diet adherence scores before and after 10 weeks of the
project implementation. Consistent with the project’s desired outcome, post-intervention low
sodium diet adherence scores (M =3.93, SD = 1.39) were lower than pre-intervention low
sodium diet adherence scores (M = 7.53, SD = 2.46). There was a statistically significant

difference between pre-intervention and post-intervention low sodium diet adherence scores (M
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=3.60,SD =2.47,1(29) = 7.98, p <.05). Table 4 shows the paired t-test statistical analysis for
low sodium diet adherence scores before and after the intervention.
Table 4

Results of Paired t-test for Low Sodium Adherence Scores Pre- and Post-Intervention

95% CI for Mean
Difference
Mean SD SEM  Lower  Upper t df
Participants’ low 3.60 2.47 45 2.68 4.52 7.98*% 29

sodium adherence score
pre- and post-
intervention
Note. SD = Standard Deviation, CI = confidence interval, SEM = Standard Error of the Mean.

*p <.05.
Appointment Keeping Adherence

After 10 weeks of implementation, appointment keeping adherence scores showed a
percentage increase from 0% to 50%. Percentage increase was calculated by using the percentage
increase formula listed above. A paired t-test was computed to determine whether there was a
difference in appointment adherence scores before and after 10 weeks of the project
implementation. Consistent with the project’s desired outcome, post-intervention appointment
keeping adherence scores (M = 2.50, SD = 1.01) were lower than pre-intervention appointment
keeping adherence scores (M = 5.00, SD = 1.66). There was a statistically significant difference
between pre-intervention and post-intervention appointment keeping adherence scores (M = 2.50,
SD =1.72,t(29) =7.98, p <.05).Table 5 shows the paired t-test statistical analysis for

appointment keeping adherence scores before and after the intervention.
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Table 5

Results of Paired t-test for Appointment Keeping Adherence Scores Pre- and Post-Intervention

95% CI for Mean
Difference
Mean SD SEM  Lower  Upper t df
Participants’ 2.50 1.72 31 1.86 3.14 7.98*% 29

appointment keeping
adherence score pre-

and post-intervention
Note. SD = Standard Deviation, CI = confidence interval, SEM = Standard Error of the Mean.

*p <.05.
Discussion

The present QI project aimed to increase HTN control among Hispanic patients with LEP
suffering from uncontrolled HTN by increasing medication adherence, low sodium diet
adherence, and appointment keeping adherence. After the project completion, these four
outcomes improved significantly. However, only appointment keeping adherence achieved its
desired goal of 50%. HTN control, medication adherence, and low sodium diet adherence
increased by 7%, 32.55%, and 47.79% respectively. A potential explanation for the failure to
achieve the HTN control outcome is that HTN trends were not taken into account when assessing
HTN control; instead, only the two BP measurements taken at the clinic were considered.
Furthermore, there was no control for white coat HTN among participants. Additionally, there is
a possibility that patients were not taking their medications. The project did not track patients’
prescription pick-up habits from pharmacies, nor did it directly observe patients taking their daily
medications. A potential explanation for the failure to achieve desired medication adherence and
low sodium diet adherence is the short amount of time given (10 weeks) for the project to be
implemented. Some patients stated that they require more time to form new behaviors like

adhering to HTN medications or reducing their sodium intake. According to Lin et al. (2014),
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significant changes in HTN treatment adherence are observed at least at the 12-months mark.
These positive changes in patients’ behaviors are even more profound at the 24-months mark.
Additionally, the project did not account for patients’ ability to afford and have access to low
sodium foods.

Even though HTN control, medication adherence, and low sodium adherence did not
achieve their anticipated goal, overall project findings are similar to previous studies. Language
sensitive education has shown to improve HTN control and HTN treatment adherence. Studies
by Davis et al. (2015) and Margolius et al. (2012) have shown that providing language sensitive
education increased HTN control and improved outcomes among LEP patients. Other studies
have shown that providing health education in Spanish to LEP Hispanics patients increased
patients’ knowledge and adherence (Araiza et al., 2015; Buckley et al., 2015; Ockene et al.,
2012). Therefore, this project supports previous findings, which show that language sensitive
education improves HTN control among LEP Hispanic patients.

Although the project was successful in general, the DNP student identified the following
challenges during implementation. There was a limited number of proficient Spanish speaking
staff members to assist with the intervention, so delegating this intervention to other clinic
members was nearly impossible. There was a high appointment cancellation rate due to patients
going on vacation and patients losing funding due to termination of a clinic-assisted program.
Therefore, the project lost many potential candidates. Additionally, the clinic leadership was not
supportive as expected; the project was no longer a priority.

On the other hand, the project had some successes and strengths. First, providers
recognized the importance of providing language sensitive patient education to improve HTN

control in this population. Second, patients seemed actively engaged in their care and voiced
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their own initiatives to improve HTN treatment adherence. Third, providers and patients
recognized the ease and effectiveness of implementing the education session and using the take
home handout, “La Presion Arterial y su Salud.” Furthermore, providers agreed that the
intervention was cost-effective since it can be included in a patient’s BP check appointments and
can be delivered by any Spanish speaking staff member with basic medical knowledge. Fourth,
the HB Comp Scale was easy and quick to administer, and was clearly understood by the
majority of participants. Lastly, this project is one of the few language sensitive QI initiatives
implemented among LEP Hispanic patients suffering from uncontrolled HTN.
Limitations

Limitations of this QI project include a relatively small convenience sample, the use of a
self-assessment tool (HB Comp Scale), and potential bias due to the use of only one instructor
(DNP student) providing the language sensitive education session. Another limitation is in the
resources needed to implement the intervention. Organizations may not be able to obtain
additional funding for printed materials and bilingual staff members. Another limitation is that
data on participants’ health literacy was not included in the project. Often times, health literacy
coexists with LEP and further decreases individuals’ adherence to medical treatment.
Recommendations

To continue the implementation of this QI initiative, the organization should develop a
reliable LEP assessment tool for all patients. Moreover, the organization’s language access
policy must be updated, wherein a language competency tool is developed to ensure that
language services truly meet the needs of LEP patients. Furthermore, competent bilingual staff
members should be hired to deliver language sensitive patient education. Additionally, the

organization must establish quality measures to monitor treatment adherence in the LEP
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population. Lastly, the organization should create LEP sensitive weekly group classes at this
location to increase patients’ access to HTN education and prevent complications.
Implications for Practice

As one can see, LEP directly affects the health of minorities. In order to improve
outcomes among LEP patients, health care professionals must provide language sensitive
education when delivering care. The findings from this QI project suggests that primary care
settings make changes to meet the needs of the current demographically diverse patient
population. First, organizations must stop pretending to comply with federal mandates regarding
language services for LEP patients. Instead, organizations should develop processes and
procedures that truly addresses this population’ needs, such as creating a reliable LEP patient
assessment tool. Second, organizations must enhance respect, understanding, and awareness of
different cultures among staff members. Cultural competence training should be provided for
staff members, within which staff members’ abilities to work with the LEP population are
rigorously assessed. Third, organizations must implement sustainable quality measures to plan
and deliver care that truly meets the LEP population’s needs, such as assessing monthly patients’
adherence to medications.

Doctoral-prepared nurse practitioners (DNP-NPs) have the skills and clinical expertise to
implement these changes across organizations. DNP-NPs can create a LEP patient assessment
tool that identifies LEP patients early in the care process, allowing staff members to secure
language services prior to the encounter. DNP-NPs can also design cultural competence training
programs for staff members to increase their knowledge and understanding of patients’ cultural
and language needs. Additionally, DNP-NPs can develop QI initiatives to monitor and improve

the population health by offering monthly BP clinics. Lastly, DNP-NPs can work with
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organizations such as the federal government, U.S. Department of Health and Human Services,
Office of Minority Health, Institute of Medicine, National Council on Interpreting in Healthcare,
and The Joint Commission to develop sound health care policies to improve patients’ access to
language services. All in all, LEP significantly affects Hispanics’ ability to adhere to medical
treatment. Therefore, strategies such as providing language sensitive education during care

encounters are paramount in reducing mortality and morbidity in this population.
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Appendix A

Assessing Change Readiness Tool

Commitmant:

Can you iell me about Me No designated leader for  Leader deslgnated for Leader deskgnated for quality
Senlor Leadership.  commitment thal senior ouallty Improvement or ¥ quallty Improwement Imiprovement work and qualky
@l Champlon/ leadership (Me adminisirationy  designated, not aciively  work—however quallty  Improvement tam meeds
BpONA0T the practice) has made o the engaged. Improvement i2am non-  regquiarty to review project
project? exisant, ar if axlsis, not statesidats and discss
Senior leacership: mesting ragulary o Impravement opporiunies.
[Derson or group that « Doyouhavea revlew project
1 3 has responsioliy for desiognated leader? statusidata.
deskation of ime, « g there 3 team that
fnances. and meets requiary?
rEgoureEs = Infems of ime,
TNances, resounces?
{Physician, RN
oifice manager)
IF NOT ANSWERED ABOVE: Noimebudgeted for @ Insufcient amount of ‘SuMcient amount of dedicated
acivitles. No speciic FTE allocated for G FTE and funding allocated o Qi
Haw do the leader and the &1 Tunding to support QI activities andior acihities.
teami fit In QI work Wi their acivitles. limitedésmall amount of
2 3 Commitment other responsibiities In the funding for Cf activities.
Financial practice?
Resources
s Are they pald for
working on a Qi
project oris |t
wolurieer work?
Dia you have a physician leader  Physkcian |leadernas not  Physiclan leader has Pryskian leader gemonsirates
who supports this effort? t=en engaged In confimmed thelr formal behaviars consksiant with

discussions regarding G suppor of Qf Infatives, aciively supporting G effons—
(Physician leader 15 one whom Inttiafves or has not vet bk thene are no requiar this Includes comvening requiar

3 3 the other clinkclans and stafl comfimed thelr formial mestings or Interactions mestings with QI team leadars
Level of PRyelclan oo 1o and igentity as a sugport. to dscusETaviaw o revlew progress and help
Leadsr Support  jaqner) pOgresS. eSS lEEUBENAleNgES.
+  Whatsthe
reiationship betwean
this person and the Gl
team?

Does your practice administator  Pracice administrator Practice administrator has  Practice administraior
or office manager support this has not been engaged In confinmed formal support demonsirates behaviors

effort? discussions reqarding G of G Infiafives, but there  consistent with actively
Inttiafves or has not yet  ane no requiar meetings supparting Gl efforts—his
+  Howdothey comfimed fomal or interactons io Inciudes convening reqular
Level of Practics demonstrate this 1o support. discussireview progress.  meetings with Qi team leadars
4 3 administrator the SET? {How does 12 revlew prograss and heip
:lpp-urt the: 5t know they adoress lssuesichalienges.
supgort I£7)
« Do they mest with e
Ql team?

»  How dovdll they help
the QI team with this
affor?

Note. Adapted from “Practice Improvement Capacity Rating Scale” by the Robert Wood Johnson
Foundation, 2014, Retrieved from http://www.rwif.org/en/library/research/2014/01/practice-
improvement-capacity-rating-scale.html. Copyright 2001-2017 by the Robert Wood Johnson
Foundation.
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AccesalUsa of Gl

Avallabke In the
Community

Appendix A — Continued

Assessing Change Readiness Tool

AlE INETE 3y Canges nat
have occummediars going to
occur that may have an efiect
on this project?

Are thefe any oimer proiects he
practice will B2 working on whis
this @i projeet Is going on?

" How do you s2e them

= Does Me rest of the
S1aiT know about this
effon?

«  Howhave you kept
fihe siaf up to date
with the progress of
ather projecis In the
pasi?

«  Howare you
communicating the
work being done by
fihe Qi team to the
rest of the practica?

Droes your practice participate In
any community Improvement
efforts?

CUMENDY Convernng 1o
an EMR

OR

Signincant star
tumaverichanges
OR

# of Ql projects
competing for ime of
st and resources
OR

Change In leadarsnip
expectad of Imminent

oR

Merger or acquisiton
anticipaied In naar
Tuture.

Project not dscussed at

MDOSSL COMpETNG
pricrities, such a& end
phase of EMR conversion
oR

Dther O projects, but
winding down s00n

OR

Relativaly stadle st and
leagersnip stuciurs.

raguiar sta meetings, sharing project

limited knowiadge Information and updates
among practice with practice
pRYSKEANS/ELIN, no physiciansistan
datanformation posted

or distributed

Mo practice Some of Qi

of Qi Infrastructure or
resouncas avalable
the community.

Infrastructure and
resources avallable, but
not yet accessingusing.

46

MO SIgNMCA COmpanng
prigeiies.

OR

Significant Issuss/chailengas
Impacing sxecution of Gl
acthities

AND

Sable sia and l2adarship
struciurs.

pnysicians and sta at raguiar

IT}EQ“"IQS.
dataimfomation snared,
Inputfecdback recrulted. Data
posted In visibie piaca.

avalabie In the community.

Note. Adapted from “Practice Improvement Capacity Rating Scale” by the Robert Wood Johnson
Foundation, 2014, Retrieved from http://www.rwjf.org/en/library/research/2014/01/practice-
improvement-capacity-rating-scale.html. Copyright 2001-2017 by the Robert Wood Johnson

Foundation.
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Appendix A — Continued

Assessing Change Readiness Tool

Tell me about the Improvement No idenffabie Improvement Previous Improvement
work your practice has domein - Improvement Intervenilons pursued; bui  Indervendons pursued using
e past Interventions pursued to nio formal QI method wsed  formal & method.
gate. {Moge! For Improvement,
»  What kind of Lean, Sb Skigma, &fc.)
Expenence do the
mambers of the &
f2am bing to the:
Prior Exparisnce effori?
8 2 Exacuting Qi » Do you kesp a record
Projects of what you have tried
and how | went?
»  How do you decide If
what you fry/ change
Is working? (You ane
Iooking for answers
that Indicate they use
data to drive
Improwameant. )
Wno ISl D2 ON YOUr Qi team?  No Qi team in place Team MamDers [gentfied  Team MamDers itentned for 2l
Wy for Qi activities. acivities.
OR
m‘rﬁ’"q,:m”“m Balanced representation  Balanced representation of stalf
mm several team members of stafl based on & basad on Cf achvity.
5 3 Idented for Qi activiy.
BCUWTES, DAR there 15 3 Patientiparent par of the team.
Iack of balancs No patient partner on
Iepresentng Mmetesting  t2am.
1o be done [2.g. no RN
Inciuded on t2am for
PCMH)
How rellable do you think your Mo deslignatad point Foint person deslgnated,  Accuracy/imeliness of data
repats are? person reviewing data  but no defined process for  monBored and addressad.
for accuracy. monkioring
» [Does Me Information acpuracyimeinass of Cuality leadership parsondeam
M SoEuEtE o data. discussas data accuracy al
; reguiar Intzrvals and
Do ¥Ou COMESre your Ientifes) pUrsLes Impmvement
10 2 Rallablitty of data data to other practices. OPPOrUNLEs.
of national
penchmarks?
» 5 there someons who
locks over the reports
for accuracy?
»  Does el tgam
review the rpors?

Note. Adapted from “Practice Improvement Capacity Rating Scale” by the Robert Wood Johnson
Foundation, 2014, Retrieved from http://www.rwif.org/en/library/research/2014/01/practice-
improvement-capacity-rating-scale.html. Copyright 2001-2017 by the Robert Wood Johnson
Foundation.
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Appendix A — Continued

Assessing Change Readiness Tool

How relable do youthink yor  Data collection sokely Resdurddancy bulk Into Defined process for monkorng
data are? oncinicians  data collecion process. accuracy/imeliness of data
Rollabity of dala at time of encountes. ery.
m,.t:mﬂ + Do you think he data Point person designated,
you nead are rellabiy but no defned process for - Quallty Ieadership personteam
enfered Into the EMR monkorng discussas data collection
n 2 with 3ch encountar? acouracytimelness of procaEss 3t requiar intervals and
v I5there 3 way to el IF data entry. Identifles pursUSE Imgmvement
they are? ooporunities.
+  Does everyone folow
fthe 5ame process for
geting Info/data Into
fhe EMR?
Extemal Payment |5 the practice being pald o Mot cumently. Cumenily being discussed  Curmantly In placs.
Incantives from  participate In an Improvement by commemial’
Commerciall effort other fan MU? qovemmental payors, but
12 2 ok yet In place.
Gwnmnuntﬂm Are you being pald to report on
Payore Linksd or meet quality measures?
i Qi Project
Where [s your practice In ferms Mot attested to Meaninghdl use In design Meaningful use Impiemented
13 1 Maaningful Use of applying for meaningful use?  meaningful use. phasa. and critena met.
What do you do when youneed Mo iniemal orextemal IT  Intemal or extemal IT Intesmal of extenal IT support 1o
1o ad feids to collect data or support avallable to the  suppon avallabie io e the practice Is meeting the
Tun repors? piactics. practice, bui not meeting  naeds of Ql InBatives.
nieeds of G Infilatives.
+ Doyoudothisin
r
" 1 Eourceof IT + Doyouneed o
contact someone
oliside the office?
+ DoesMis
amangemeant mest
VOUr nesdshe nesds
fior the @ project and
QI team?
Winat data wil you be colecting Mo EMRL EMR In placs, but daia EMR wi data fleids Inked io
for fls project? fields linked to key key maasures embeddad, and
measures not embedded,  data reporting capabiises in
How do you plan to colledt the of redated data place.
Lsa of data you will nead for this capabiities [EMR,
Eﬂmﬂﬂm project? istry, or other analyic
15 1 Analytic toof) not yet In place.
=i + s the Information
MaasuramentiData cumently collected R
Raparding your EMR?
s Can you get reports
basad on the data
from your EMR

easlly?

Total Score

Must-Pass Critsria Mat Yo ! No

e O e e e

Note. Adapted from “Practice Improvement Capacity Rating Scale” by the Robert Wood Johnson
Foundation, 2014, Retrieved from http://www.rwif.org/en/library/research/2014/01/practice-
improvement-capacity-rating-scale.html. Copyright 2001-2017 by the Robert Wood Johnson

Foundation.
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Appendix B

Hypertension Assessment Survey

The following series of questions helps to understand how the clinic manages hypertensive

patients:

1)
2)
3)
4)

)

6)

7)

8)

How are hypertension guidelines used and monitored in the clinic?

Has your organization formally adopted compliance goals for hypertension?

Does the clinic report hypertension control metrics to any external organization?

Does the clinic use a hypertension registry to track patients?

Do team members receive training in importance of blood pressure goals and compliance
metrics?

Is there a prevention, engagement, or self-management program in place?

If hypertension education program in place, how does the program, incorporate cultural
preferences and language needs?

Does the clinic has identified patient and system barriers to hypertension compliance?
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Appendix C
Language Assessment Tool

1. Understanding How LEP Individuals Interact with Your Asency

The following senes of questions helps agencies wnderstand how an LEP mdividual may
come into contact with vour agency:

1. Dwes vour agency mnteract or communycate [ Yes [0 Ne
with the public or are there individuals mn vour
agency who inferact or commmumicate or might
mteract or commmmicate with LEP mdmaduals?

3. Flease describe the manner m whick wour ] In-Persom [0 Via
agency inferacts with the public or LEP O Telephonically Comespondence
mdieiduals: | Electromcally {e.g. Ll Oiher: (please
emal or website) specify)
3. Dwoes vour agency provide federal finameial O Yes O Mo

assistance to any non-federal entihies? (Federal
finanmal assistance mmchades grants, traming,
use of equpment, donations of swplus
property, and other assistance. Eecipients of
federal fimds can range from state and local
agencies, to ponprofits and other

organizations.)
4. If vour agency does provide federal financial Yes HNo
assistance to non-federal enhities:
a. Dwvouhave an active program m place | 3. Yes a. Mo

to require vour recipients of federal
financial assistance to comply with
Title VI and language access
standards?

b. Dwoes vour agency inform recipients of | b Yes b. Mo
federal financial assistance that thew
should budget for language assistance
SEIVICes]

c. Dhoes vour agency inform recipients of | . Yes c. Mo
federal finaneial assistance about which
grants can be used, m whole or m part,
to mmprove lanFuage access?

Note. Adapted from “Language access assessment and planning tool for federally
conducted and federally assisted programs ” by Limited English Proficiency.gov, 2011,
Retrieved from https://www.lep.gov/. Copyright 2011 by Limited English
Proficiency.gov.

50



A QUALITY IMPROVEMENT INITIATIVE

Appendix C (Continued)

Language Assessment Tool

2. Tdemtification and Assessment of LEF Communities

The following series of gunestions aims to identify the LEP population you serve:

1.

How does your agency identify LEP
mdividuals? (Select all that apply)

[}

Assurnes limited
English profcency
if comomImication

Based on written
material submitted
o the agency (e g

seems impaired complaints)

1 Fespond to [0 e have mot
individual requests identified mon-
for lanzuagze English speakers or
ASCIstAnCe SeTVICes LEP individuals

[ Self-identification [0 Orther (Please
by the non-English specify):
speaker or LEP
individieal

[] Ask open-ended
questions o
determine Lanmesze
proficiency on the
telephone or in
pErson

1 Use of “T Speak™
lamgusge
identification cards
oI postears

2. Dwoes your program hawe a process to collect ey Mo
data om:

a. The nomber of LEF individuals that a. Yes a. Mo
you serveT

b. The momber of LEP individuals in your (b, Yes b. Mo
SEMVice area”

c. The mumber and prevalence of c. Yes . Mo
langmages spoken by LEP individuals
in yvour service areaT

3. How often does your agency assess the O Anmaslly O Mot Sure
lanznea=e data for your service area? [ ] Bienmially [ Orther:

4. Whar data does your agency use to determine | [ Census O Commmmniry
the LEF communities in your service area” [0 S Dept. of Organirations
(5elect all that apply) Education [ Intake information

[] IS Dept. of Labor [ Oriher:

[] State Agencies

5. Do you collect and record primary languaze Yes Mo

your programs and activites?

data from individuals when they first comtact

6. If yvou collect and record primary lansuage

Note. Adapted from “Language access assessment and planning tool for federally

conducted and federally assisted programs ”’ by Limited English Proficiency.gov, 2011,
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Appendix C (Continued)

Language Assessment Tool

data, where iz the informatdon stored?

. What is the total number of LEP individuals

who use or receive services from your program
gach year?

. How many LEP individuals attempt to access

VOUT Prosrams of services each month?

How many LEP individueals use your programs
or services each month?

1.

Specify the top six most fequently
encountered non-English lanmmages by your
program and how often these enconnters ooour
(e.g., 2-3 times 3 year, once 3 month, once a
week, daily, constansdy).

o bbb e

b
B
i

Frequency of
Encounters

B b e b

3. Froviding Language Assistance Services

The following set of questions will halp youn assess how well your agency is providing

lamzmagze assistance services 1o LEP individuals:

1. Does your agency currently have a system in | Yes Ho
place for macking the type of languazs
aszistance services it prowides o LEP
individuals at each interaction?

2. What data, if any, do you maintain regarding | [| Primary language of | Number of
lanpuage assistance services? (Selact all that persons encouniered bilingual staff
apply) of served .} Cost of interpreter

[l Use of languags SETVICES
assistance seIvices _] Costof translation
such as inferpreters of materials into
and ranslators non-Englich

[] Funds or staff dme langmages
spent on langnage | Orher (Flease
Assisiance services specify):

3. Dwoes your agency have a system to rack the s Ho
cost of language assistance sarvices T

4. What rypes of langnage assistance seTvices [ Bilingual staff | Language bank or
does your agency provide? (Select all that [] Im-homse interpraters dedicated pool of
apply) {ioral) InteTpIetars or

[] In-honse translators franslators
{documents) | Volmteer

[] Contracted InteTpIetars or
interpreters wanslators

[] Conmactad _| Imterpreters or

Note. Adapted from “Language access assessment and planning tool for federally
conducted and federally assisted programs ” by Limited English Proficiency.gov,
2011, Retrieved from https://www.lep.gov/. Copyright 2011 by Limited English

Pro

ficiency.gov.

52



A QUALITY IMPROVEMENT INITIATIVE

Appendix C (Continued)

Language Assessment Tool

translators

] Telephome
interpretation
Services

O WVideo imterpretaticn
SErVices

ranslators
bormowed from
another agency
Ll Orther (Please
specify):

5. Dwes your agency 3) have a certification or
assescment process that staff muost complete
before serving as interpreters or translators for
LEP individualsT b) Does the process include
use of standardized langnage profciency
exams T

) Yes

b) Yes

a) No

b) Mo

&§. Dwoes your agency ask or allow LEP
mdividuals to provide their oawn infeTpreters
or have farnily members or friends interpret?

Tes

7. Dwoes your agency have contracts with
lanFuage assistance service providers (in-
person interpreters, telephone inferpreters,
wideo interpreters, or translators)T

Yes

8. Dwoes your agency provide staff with a hist of
available interpreters and the non-English
lanFuazes they speak. or information on how
b access qualified interpreters?

Yes

9. Does your agency idenufy and translate vital
documents inte the non-English langunages of
the commumities in your service aresa?

10, Which wital written documents has your
agency translated imto non-English
LlanzmagesT

Consent forms
Complaint forms
Imtake forms
HMotices of rights
HMotice of denial
loss or decrease in
benefits or services
O Motice of
disciplinary action

J0oc

0O Applications to
partcipate in
PIOETams o
activities or o
receive benefits or
SETVICES

Ll Orther (please
specify):

11. Does your agency translate signs or posters Yes Mo
announcing the availability of languags
assistance serices? _

12, When your agency updates information on its | Yes Mo

website, dees it alse add that content in non-

English lanzmages?

Note. Adapted from “Language access assessment and planning tool for federally

conducted and federally assisted programs ” by Limited English Proficiency.gov, 2011,
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Appendix C (Continued)

Language Assessment Tool

4. Training of Staff om Policies and Procedores

The following series of guestions will help you identfy whether staff receive appropriate
fralning on your lanpuage access policies and proceduares:

1. Dwes all agency staff receive mitial and Tes Mo
periodic raining on how to access and
provide langnage assistance services to LER

individuals?
2. Who receives staff traiming on working with ] MManagement or [] Bilinpual Staff
LEP individualsT (Select all that apply) senmior s@aff 00 Mew employees
OO0 Employess who O Al emplovees
intersct with or are O WVelunteers
responsible fior [ Crbers (Flease
interactions with specify):
non-English
speakers or LEP O None of the sbove
individheals
3. Are lanFuage access policies and LEF issues Tes HNo
mchoded in the mandstory Taining curmoobom
fior staff?
4. Dwoes your agency staff procedural mannal or | YVes Mo
handbook inchode specific instouctdons related
o providing lansuage assistance seIvices to
LEP individuals?
5. Does staff receive periedic training on how to | Yes Mo
obtain and work with interpreters?
&. Dwoes staff receive periodic raining on how o | Yes No

request the manslaton of wrtten documents
inte other languazes?

7. Do staff members who serve as interpreters Yes Mo
receive regular training on proper interpreting
techmigues, ethics, specialized terminology,
and other topics?

8. Do staff members who serve as interpreters Yes Mo
receive interpreter fraining from competant
imterpretars or other trainers familiar with the
ethical and profescsional requirernents of an
interpreter?

Note. Adapted from “Language access assessment and planning tool for federally
conducted and federally assisted programs ”’ by Limited English Proficiency.gov, 2011,
Retrieved from https://www.lep.gov/. Copyright 2011 by Limited English
Proficiency.gov.
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Language Assessment Tool

5 FProviding Notfice of LanFaage Assistance Services

The following series of guestions will haelp you assess howr you provide notics of
lanpuage assistance services to the LEP population in your service arsa:

1. How do yon mform members of the public [ Froniline and 0 Socizl nemaorking
aboart the availability of lanFuage assistance ouwreach website (e g.
servicesT (Select all that apply) mltilingnal staff Facebook, Twitter)

L1 Posters in public [l E-mail 1o
areas mdividuals or a list
O “I Speak” language SETV
idemtification cards Crthar (Flease
distmibuted to specify):
frontline staff
[ Website O Wone of the shove

2. Do your translated program outreach Yes No
materials inform LEP individnals aboar the
availability of free langFuage assistance
services T

3. Dwoes your agency regularly adwertize on non- | Yes No
Englich madia (television, radio, newspaper,
and wabsites)7

4. Does your agency inform commumity groups Yes Mo
about the svailability of free langmage
assistance services for LEP individwals?

5. Dwoes your agency inform cwrent applicants Yes No
or recipients about the availabilicy of
lansuage assistance services?

§. Does the main page of your apency wehsite Yes HNo
inchode non-English information that would
be easily accessible to LEP individuals?

7. Dwoes your agency have pmltlingmal signs or Yes No

posters in its offices announcing the
availability of & gsoistance servicesT

. Monitoring and Updating a Language Access Procedures, Policy, and Plan

The following set of questions will help you assess whether you have an effective process

for monitoring and updating your lanFuage access policies, plan and procedures:

1. Dwes your agency have a written lanFuags Yes HNo
access policy?

2. If so, is a description of this policy awvailable Yes Mo
o the public?

3. How often iz your agency’s lanmage access ] Anmmally Mot Sure
policy reviewed and updated? L] Bienmially Crihvar:

Note. Adapted from “Language access assessment and planning tool for federally
conducted and federally assisted programs ” by Limited English Proficiency.gov, 2011,
Retrieved from https://www.lep.gov/. Copyright 2011 by Limited English

Proficiency.gov.
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Appendix C (Continued)

Language Assessment Tool

4. "When was the last time your agency's B -
access policy was @gdated? Month e
5. How often does your agency up<date itz data [0 Avmmmally 0 Mot Sure
on the LEP communities in your service area? | [0 Bienmially [ Criher:
&§. Does your agency have a lansuage access Tes Ko
coordinator?
7. Dwoes your agency have a formal language Tes Ko
access complaint process?
8. Has your agency received any complaints Tes Ko
becanse it did not provide langFnage assistance
services?
9. Do you monitor the system for collecung data | Yes Mo
on benseficiary satisfaction and/or
grievance'complaint filins?
10. Do you obtain feedback from the LEP Yes KMo
compmnity on the effectiveness of your
lanFuagze access program and the lanFuags
assisiance services you provide?

Note. Adapted from “Language access assessment and planning tool for federally
conducted and federally assisted programs” by Limited English Proficiency.gov, 2011,
Retrieved from https://www.lep.gov/. Copyright 2011 by Limited English
Proficiency.gov.
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Appendix D

SWOT Analysis

Strengths

Weaknesses

Access to telephonic interpreter services.
Organization receives federal funding for
language services.
Leadership and staff members’ commitment
o provide safe, efficient, and patient centered
are.
Defined roles and responsibilities of staff
members.
@Use of current clinical practice guidelines for
HTN management.
®HTN control is a quality measure for the
organization.
eTechnology (e-prescribing, medication
reconciliation list, and patient education
resources).
®Access to care.

e Poor assessment of patient’s language needs.

e Outdated policy and plan for language
services.

e Lack of quality assurance program for usage
and delivery of language services.

e Lack of staff training and competency on
language needs and services.

e Lack of written education materials for LEP
patients.

e Lack of education program for hypertensive
patients with LEP.

e Limited number of bilingual staff members.

Opportunities

Threats

e®Develop partnerships with local communities
to increase HTN education among LEP
individuals.

®Develop partnerships with nearby health care
organizations to hire onsite medical interpreter
services.

®Create educational program for LEP patients
with HTN with the city and state health
department.

®Work with the Texas Health and Human
Services office to develop a certification for
staff members to ensure they are competent
interpreters or translators.

e Potential changes in insurance marketplace.

Lack of regulations from federal and state

agencies to ensure quality of language services.

e Future changes in clinic reimbursement rates
by the federal government.

e Lack of qualified medical interpreters.

e Lack of national accreditation for medical
interpreters/translators.

e Patients ‘preference to using family members
as interpreters during encounters.

e Choice of health care network.
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Appendix E
Blood Pressure Protocol

*Ensure comfortable room temperature and proper calibration of wall mount sphygmomanometer
by medical maintenance.

Position table at a height that a patient’s upper arm s supported and the brachial artery is level
with heart.

Position the monitor at screener eye level and within one meter from the screener.

Select appropriate cuff size: small adult: 22-26 cm, 12x24 cm, adult (standard): 27-34 cm,
16x30 cm, and large adult: 34-44 cm, 16x36 cm.

* Ask if the patient has smoked or used caffeine within the past 30 minutes, or if they need to
empty their bladder.

* Ask patient to seat quietly for five minutes before blood pressure check with legs uncrossed,
feet flat on the floor, back supported, and upper arm bare.

* Ask patient which arm is usually used for checks. If the patient does not know, take pressure in
both arms (the arm with the highest pressure will be used for the second reading).

Position the patient’s arm, so it is relaxed and resting on the table,with palm up and brachial
artery at heart level.

* Explain that some pressure will be felt around arm for about 30 seconds.

* Inform that there be no talking by the patient or screener during the reading.

* Palpate the brachial artery and place middle of the bladder length over the brachial artery.
Note. Adapted from “Measure Up Pressure Down” by Matthews, B., Penso, J., Sanderson-
Austin, J., & Yphantides, P. E., 2013, Retrieved from

http://www.measureuppressuredown.com/hcprof/toolkit.pdf. Copyright 2013 by the American
Medical Group Foundation.
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Appendix E (Continued)

Blood Pressure Protocol
* Position the cuff half to one inch above elbow joint, and wrap and secure the cuff snugly
(screener should be able to slide only one finger between the cuff and the arm).
* Palpate the radial artery, rapidly inflate cuff, note the reading when the radial pulse
disappears (this is an estimate of systolic pressure).
* Deflate rapidly and completely.
*Place bell of stethoscope lightly over brachial artery (bell should not touch clothing or cuff to
avoid friction sounds).
*Inflate cuff rapidly to 30 mmHg above the number where the radial pulse disappeared, then
deflate at two to three mmHg per second.
* The first of two consecutive sounds is recorded as the systolic pressure. The diastolic pressure
is recorded at the level where the sound disappears. Record reading to the nearest twvo mmHg.
* Measure blood pressure twice, 30 seconds apart. If the second reading is more than 10 mmHg
systolic or 6 mmHg diastolic different from the first reading, wait two minutes and measure
twice more, 30 seconds apart.
* Record date, reading, and which arm was used on the patient’s medical record.
Note. Adapted from “Measure Up Pressure Down” by Matthews, B., Penso, J., Sanderson-
Austin, J., & Yphantides, P. E., 2013, Retrieved from

http://www.measureuppressuredown.com/hcprof/toolkit.pdf. Copyright 2013 by the American
Medical Group Foundation.
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Appendix F
Hill-Bone Compliance to High Blood Pressure Therapy Scale

=
[w]

ITEM RESPONSE

i 1. MONE OF THE TiME

' 2. SoME OF THE TIME

| 3. MosT oF THE TiIME |

| 4. ALL OF THE TiME !

—_ ——————
1 How often do you forget to take your HBP medicine? |
2 How often do you decide not to take your HBP medicine? :
3 How often do you eat salty food? {
4  How often do you shake salt on your food before you eat it? :
5 How often do you eat fast food? i
6  How often do you make the next appointment before you leave the doctor's office™ I
7 How often do you miss scheduled appointments? {
8  How often do you forget to get preseriptions filled? f
9 How often do you run out of HBP pills?

10 How often do you skip your HBP medicine before you go to the doctor?
11 How often do you miss taking your HBP pills when you feel better? :
12 How often do you miss taking your HBP pilis when you feel sick? :
13 How often do you take someone eise's HBP pills? |
14 How often do you miss taking your HBP pills when you are careless?

Note. Adapted from “Development and Testing of the Hill-Bone Compliance to High Blood Pressure
Therapy Scale” by Kim, M. T., Hill, M. N., Bone, L. R., & Levine, D. M. ,2000, Progress in
Cardiovascular Nursing, 15(3), 90-96.Copyright 2000 by Progress in Cardiovascular Nursing.
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Appendix G

La Presion Arterial y su Salud Handout

IL.a presion arterial
v su salud

L

SU GUMA PARA: —
w* Comcepitos basicos sobre 1la s
presion arterial
El peligro de la presidon arterial alts =N o=

-
w»* PMedidas para ewvitar o dismimuair Ia S 1'-}"
presidon arterial alta TS

Note. Adapted from “La presion arterial y su salud.” by the American Society of Hypertension,
2010.Copyright 2010 by the American Society of Hypertension.
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