Managed Care Operations Memorandum
General Operations
MCOPS Memo 2026-02

Date: February 3, 2026
Subject: Limited English Proficiency (LEP) and Nondiscrimination

To: All Physical Health (PH), Behavioral Health (BH) and Community HealthChoices (CHC)
Managed Care Organizations (MCOs) and Primary Contractors - Statewide

From: Gwendolyn Zander, Director, Bureau of Managed Care Operations, Office of Medical
Assistance Programs; Jocelyn Maddox, Director, Bureau of Quality Management & Data
Review, Office of Mental Health & Substance Abuse Services; Jen Hale, Director, Bureau of
Policy Development and Communications Management, Office of Long-Term Living

Purpose:

The purpose of this memorandum is to provide updated guidance to the Managed Care
Organizations (MCOs) and Primary Contractors regarding the U.S. Department of Health
and Human Services’ Office for Civil Rights (OCR)’s 2024 Final Rule changes pertaining to
Limited English Proficiency (LEP), and to issue a revised top 15 non-English language
Notices of Availability document. Additionally, this memorandum reminds MCOs of their
responsibility to provide interpretation and translation services free of charge to all
individuals with LEP, vision limitations, and/or auditory limitations, and the federal
guidelines that must be followed to accomplish this.

Background:

The Department of Human Services (Department) is committed to maintaining practices
that ensure meaningful access to the Department’s services and benefits by individuals with
LEP, vision limitations, and/or auditory limitations, in accordance with federal rules, and
ensuring that no person is denied access to services and benefits as the result of their
inability or limited ability to communicate in the English language.

Section 601 of Title VI of the Civil Rights Act of 1964 (Title VI), 42 U.S.C. § 2000d, prohibits
any person from being excluded from participation in, denied benefits of, or subjected to
discrimination on the basis of race, color, or national origin under any program or activity
receiving federal financial assistance. Federal Executive Order 13166, “Improving Access
to Services for Persons with Limited English Proficiency,” issued August 11, 2000, requires
recipients of federal financial assistance to ensure that their programs and activities take
reasonable steps to provide meaningful access to services for individuals with LEP, and thus
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do not discriminate on the basis of Title VI's prohibition against national origin
discrimination. Reasonable steps may include the provision of language assistance services,
such as written translation and oral language assistance.

Title III of the Americans with Disabilities Act (ADA) of 1990 prohibits discrimination in
public accommodations, such as pharmacies, professional offices of health care, hospitals,
or other service establishments, against people with disabilities, including people with vision
and/or auditory limitations. The ADA requires public accommodations to make reasonable
modifications in policies, practices, and procedures for individuals with physical or
intellectual disabilities, which includes facilitating effective communication with individuals
who have vision and/or auditory limitations by providing appropriate auxiliary aids and
services, such as sign language interpreters and alternative formats.

On May 18, 2016, OCR issued the final rule, “Nondiscrimination in Health Programs and
Activities”, which implemented Section 1557 of the Patient Protection and Affordable Care
Act of 2010 (Pub. L. 111-148). Section 1557 did not preempt or replace other civil rights
laws, but instead expanded the LEP requirements for covered entities. Information about
this final rule may be viewed at:
https://www.federalregister.gov/documents/2016/05/18/2016-11458/nondiscrimination-
in-health-programs-and-activities.

The OCR final rule defined covered entities as health programs or activities receiving federal
financial assistance. The MA Program receives federal financial participation and pays
enrolled providers for Medicaid services. MCOs are considered covered entities due to their
receipt of federal Medicaid funds. As such, MCOs must comply with the regulations and
requirements related to services to individuals with LEP, vision and/or auditory limitations,
including providing interpretation and translation services free of charge to Members.

On August 11, 2017, the Department issued MA bulletin 99-17-11, titled “Limited English
Proficiency Requirements,” to advise providers of their responsibility to provide
interpretation and translation services free of charge to all individuals with LEP, vision
limitations, and/or auditory limitations, and the federal guidelines that must be followed.
The bulletin identified the top 15 non-English languages used among Members and issued
a document with Notices of Availability representing these top 15 non-English languages.
The Department issued a corresponding Operations Memorandum to MCOs, MCOPS Memo
#10/2016-013, titled “Limited English Proficiency (LEP) and Nondiscrimination,” issued
October 14, 2016.

On May 6, 2024, OCR issued the final rule, “*Nondiscrimination in Health Programs and
Activities”, which strengthened language access requirements and reinstated certain
notification requirements related to the availability of language assistance services and
auxiliary aids and services. Information about this final rule may be viewed at:
https://www.federalregister.gov/documents/2024/05/06/2024-08711/nondiscrimination-
in-health-programs-and-activities.
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Discussion:

MCOs should note the following changes to federal regulation and update their written
communications, documents, policies, and procedures to align with these revisions:

The term “limited English proficient individual” has been changed to “individual with
limited English proficiency”. (See 45 CFR 92.201)

The term “tagline” has been changed to “Notices of Availability”. (See 45 CFR 92.10-
11)

It is no longer required that a statement of nhondiscrimination or the top 2 non-English
languages be in small postcard font. (See 45 CFR 92.10-11)

Effective January 1, 2026, MCOs must take the following steps to comply with federal law:

. Include Notices of Availability in the top 15 non-English languages used among

Members in the Commonwealth in all written communications included in items 3
and 4 below, which the Department has determined to be:

1. Spanish 6. Haitian Creole 11. Bengali

2. Chinese - Mandarin 7. Viethamese 12. French

3. Nepali 8. Ukrainian 13. Cambodian
4, Russian 9. Chinese; Cantonese | 14. Korean

5. Arabic 10. Portuguese 15. Gujarati

MCOs may add additional non-English languages to their written communications,
if they wish, that better suit the particular LEP population in their immediate
geographic area. However, the 15 languages mentioned above must be included.

. Offer assistance to Members who need assistance in accessing language

assistance services. MCOs should make such information and assistance available
through their Member Handbooks and by contacting Member Services.

. Post Notices of Availability in the top 15 non-English languages used by individuals

in the Commonwealth. Please refer to the Attachment. The Notices of Availability
must be posted in physical and online locations where they can be easily seen by
members of the public to alert individuals with LEP to the availability of language
assistance services.

. Include Notices of Availability in at least the top 15 non-English languages used

in the Commonwealth, as follows:

a. On an annual basis to Members;
b. Upon request;
c. In the following electronic and written communications when these forms
are provided by an MCO:
i. Notices of nondiscrimination;
ii. Notices of privacy practices;
iii. Enrollment forms;
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iv. Denial notices and notices of grievance and appeal rights;
v. Communications related to a Member’s rights, eligibility, benefits, or
services that require or request a response from a Member;
vi. Communications related to a public health emergency;
vii. Consent forms;
viii. Communications related to the cost and payment of care;
ix. Complaint forms; and
X. Member Handbooks

5. Provide appropriate auxiliary aids and services, such as alternative formats and
sign language interpreters, free of charge, where necessary for effective
communication.

6. Provide language assistance services, which may include translation services.
MCOs are not to use low-quality video remote interpreting services or rely on
unqualified staff and/or translators when providing language assistance services.

7. Post a notice of individuals’ rights that includes information about communication
assistance that is available for individuals with LEP.

8. Make all programs and activities provided through electronic information
technology accessible to individuals with disabilities, unless doing so would impose
undue financial or administrative burdens or would result in a fundamental
alteration in the nature of the MCO’s program or activity.

Next Steps:

1. MCOs must revise and update their policies and procedures that reflect these new
requirements for materials and websites.

2. MCOs must revise materials to integrate the attached Notices of Availability.

3. MCOs must submit their revised information to the appropriate folder within

DocuShare for Department review and approval as soon as possible, but no later than
90 days after the date of this Memorandum.

Questions or concerns should be directed to the appropriate MCO Contract Manager.

Obsolete:

MCOPS Memo #02/2025-002, titled “Limited English Proficiency (LEP) and
Nondiscrimination,” issued February 28, 2025, and CHC-MCO OPS Memo # 2025-06, issued
April 15, 2025, are obsoleted with the issuance of this memorandum.
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Attachments:

Attachment 1 - Non-Discrimination Notice

Attachment 2 - Notices of Availability Representing Top Fifteen (15) Non-English
Languages in Pennsylvania

Please note that this attachment is also available for each MCO in DocuShare.
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Attachment 1 — Nondiscrimination notice for all large significant publications and
communications

[PH-MCO] complies with applicable Federal civil rights laws and does not discriminate on the basis of
race, color, national origin, age, disability, creed, religious affiliation, ancestry, sex gender, gender
identity or expression, or sexual orientation.

[PH-MCO] does not exclude people or treat them differently because of race, color, national origin,
age, disability, creed, religious affiliation, ancestry, sex gender, gender identity or expression, or
sexual orientation.

[PH-MCO] provides free aids and services to people with disabilities to communicate effectively with
us, such as:

e Qualified sign language interpreters
e Written information in other formats (large print, audio, accessible electronic formats, other
formats)

[PH-MCO] provides free language services to people whose primary language is not English, such
as:

e Qualified interpreters
e Information written in other languages

If you need these services, contact [PH-MCO Name] at [PH-MCO phone#]

If you believe that [PH-MCOQO] has failed to provide these services or discriminated in another way on
the basis of race, color, national origin, age, disability, creed, religious affiliation, ancestry, sex
gender, gender identity or expression, or sexual orientation, you can file a complaint with:

[PH-MCO Name], The Bureau of Equal Opportunity,
[PH- MCO Mailing Address for Room 223, Health and Welfare Building,
Complaint/Grievances], P.O. Box 2675,
[Address line] Harrisburg, PA 17105-2675,
[Address line] Phone: (717) 787-1127, TTY/PA Relay 711,
[Telephone number], [TTY/PA Relay number], Fax: (717) 772-4366, or

[Fax], or Email: RA-PWBEOAO@pa.gov
[Email]

You can file a complaint in person or by mail, fax, or email. If you need help filing a complaint, [PH-
MCO] and the Bureau of Equal Opportunity are available to help you.

You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office for Civil Rights electronically through the Office for Civil Rights Complaint Portal, available at
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf , or by mail, phone or email at:

U.S. Department of Health and Human Services,
200 Independence Avenue SW.,

Room 509F, HHH Building,
Washington, DC 20201,
1-800-368-1019, 800-537-7697 (TDD).
OCRMail@hhs.gov

January 1, 2025
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Notices of Availability Representing Top Fifteen (15)
Non-English Languages in Pennsylvania

ATTENTION: If you speak a language other than English, free
language assistance services are available to you. Appropriate
auxiliary aids and services to provide information in accessible
formats are also available free of charge. Call 1-XXX-XXX-XXXX
(TTY: 1-xxx-xxx-xxxX) or speak to your provider.”

Spanish

ATENCION: Si habla espafiol, tiene a su disposicién servicios gratuitos de asistencia
linguistica. También estan disponibles de forma gratuita ayuda y servicios auxiliares
apropiados para proporcionar informacion en formatos accesibles. Llame al 1-xxx-xxx-
xxxX (TTY: 1-xxx-xxx-xxxx) o hable con su proveedor.

Chinese; Mandarin

VEE. WU C], BATE S 2 N B R ANE S IR S . FRATTIE S B R L 3E Y 4 Bh T
BARSS, LATEREmSHE R E B . Bl 1-x006x00e-xxox (CCASHLTE s 1-XXX-XXX-XXXX) BY
BB PRSPt . 7

Nepali

WY TfS TUTS T HINT Sedg® HA dUEepl AT 4:ech TN JGTAT Haee Iuais
(| UMY CIaTeR=HI SFBRT Y& T+ Iugerd Hrdd ¥ Jarews U :Yeeh Iuersy |
1-XXX-XXX-XXXX (TTY: 1-XXX-XXX-XxXX) HI B TI?I@HGT NI R RS AR GRSt P JI';is\l{-l\l”

Russian

BHUMAHMWE: Ecnu Bbl roBOpUTE Ha pyCcckui, BaMm AOCTYNHbl 6GecnnaTHble ycnyru
A3blkoBOM nogaepxku. CooTBETCTBYOLLME BCNOMOraTenbHble CpeacTsa v ycryru no
npeaocTaBneHnto MHopMaumm B OCTYMNHbIX hopmaTax Takke npefoCcTaBnalnTCs
B6ecnnaTHo. No3BoHUTE MO TenedoHy 1-XXX-XXX-XXX (TTY: 1-XXX-XXX-XXX) Unn
obpaTuTech K CBOEMY NOCTaBLLUMKY YCHYT.

Arabic
Jaulie ledd g saclue Jilug i 68 WS Auilaad) 4 galll sac sl cilaad @l 53 gitid dy yall Zall) Caaats i€ 3] 14w

G gl (1-XXX-XXX-XXXX) T-XXX-XXX-XXXX o)) e Juail Blaa Ll J s 1) ¢Sy ity Cila slaall i 51l
Mkl askia )

Haitian Creole



ATANSYON: Si w pale Kreyol Ayisyen, gen sévis éd aladispozisyon w gratis pou lang ou
pale a. Ed ak sévis siplemanté apwopriye pou bay enfomasyon nan foma aksesib yo
disponib gratis tou. Rele nan 1-xxx-xxx-xxxx (TTY: 1-xxx-xxx-xxxx) oswa pale avek
founisé w la.”

Viethamese

LUU Y: Néu ban noi tiéng Viét, ching t6i cung cAp mién phi cac dich vu hd tro’ ngén ngik.
Céc hé tro dich vu phu hop dé cung cép thong tin theo cac dinh dang dé tiép can ciing
dwoc cung cap mién phi. Vui ldng goi theo s 1-xxx-xxx-xxxx (Nguw®i khuyét tat: 1-xxx-
xxx-xxxx) hodc trao dbi v&i nguwdi cung cap dich vu cia ban.”

Ukrainian

YBATA: AKwo B1 po3MoBnseTe yKpaiHCbka MOBa, BaM AOCTYMHi 6€3KOLTOBHI MOBHI
nocnyrun. BignosigHi AonomixkHi 3acobu Ta nocnyrn onga HagaHHs iHpopmaLil y JOCTYNHUX
dhopmaTax Takox SOCTYMnHi 6e3KOLWTOBHO. 3aTenedoHynTe 3a HOMEPOM 1-XXX-XXX-XXXX
(TTY: 1-xxx-XxX-XxxX) ab0 3BEPHITbCS 40 CBOro NoctayanbHUKa.

Chinese; Cantonese

AR REERIT ] - A U R A R EEE S W BIRS o el DL B iR A E AR
T EHEIRRR » DRSS IR AEE R o SEEEE 1-XXX-XXX-XXXX (TTY © 1-XXX-XXX-XXXX ) H,
BRI R AR -

Portuguese

ATENCAO: Se vocé fala [inserir idioma], servigos gratuitos de assisténcia linguistica
estao disponiveis para vocé. Auxilios e servicos auxiliares apropriados para fornecer
informagdes em formatos acessiveis também estao disponiveis gratuitamente. Ligue para

T-xxX-XXX-XXXX (TTY: 1-xxx-xxx-xxxx) ou fale com seu provedor.”

Bengali

TN TR T DA 18T ICEN OI=R0A AN G5 ([N CeTs Ol Rl
ARTINM ST ORI TSI FIE ©T AR Gy SAYF AT
STRIITOT e ARIAMS [Ny AT FCACR | 1-XXX-XXX-XXXK (TTY: 1-XXX-XXX-
XXxX) V(I T B~ WA NN AN A FA IAN|”

French

ATTENTION : Si vous parlez Francgais, des services d'assistance linguistique gratuits sont
a votre disposition. Des aides et services auxiliaires appropriés pour fournir des



informations dans des formats accessibles sont également disponibles gratuitement.
Appelez le 1-xxx-xxx-xxxx (TTY : 1-xxx-XxX-Xxxx) ou parlez a votre fournisseur. »

Cambodian

NBWHASHSHNMA: [UNSIOHASUINW AManig/ innmfgSSwMman
SHARITATISUEIUEAY ISW SHIUNAYIRUMAINWS uyiy]
SHMINUASEISMUSHRIIRUMGGUIDNUT S SMGIATS
INWNSARIGRATR WTHSIINIST 1-xxx-XXX-XXXX (TTY: 1-XXX-XXX-XXXX)
ySunwisiMS AR UIINIUH~NY

Korean

72 20 X2 ME|AE 0|80ta = UASLICL 0| &
HEot Ex 7|7 A M2 RE2 HSELICH 1-

1=
XXX=XXX-XXXX(TTY: 1-xxx-xxx-xxxx)H @ 2 M3} St Lt MH|A K|S AH O] 22|BHMAIR."
Gujarati

t2ulot AL %1 AR oAl Al &l Al Hgct enislal AsLAcl AcUHA dAHIRL HIZ GUds
8. 202 U(EBAT] Al Wl WsAR A szl WA Y3l wsal Hizell Acuz ugl [@stt
HE BUAGH 8. 1-xxx-XXX-XXXX (TTY: 1-xxx-XxX-XxXX) UR Sl $A AU AHIRL YELAL WU
alc 8307
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