
Improving Public Housing Health 
Center Service Delivery Through 
Cultural Competence and Health 
Literacy
Learning Collaborative: Session 4

Friday, June 10, 2020



2

NATIONAL CENTER FOR HEALTH IN PUBLIC HOUSING

Training and 
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outcomes

DISCLAIMER:

The National Center for Health in Public Housing (NCHPH), a 
project of North American Management, is supported by the 
Health Resources and Services Administration (HRSA) of the 
U.S. Department of Health and Human Services (HHS) under 
grant number U30CS09734, a National Training and Technical 
Assistance Cooperative Agreement (NCA) for $1,824,000, and 
is 100% financed by this grant. This information or content and 
conclusions are those of the author and should not be 
construed as the official position or policy of, nor should any 
endorsements be inferred by HRSA, HHS or the U.S. 
Government.

The mission of the National Center for Health in Public Housing 
(NCHPH) is to strengthen the capacity of federally funded 
Public Housing Primary Care (PHPC) health centers and other 
health center grantees by providing training and a range of 
technical assistance. 



MUTE

CHAT

RAISE HAND

Q&A



Health Centers close to
Public Housing

• 1,400 Federally Qualified Health  
Centers (FQHC) = 28.4 million

• 385 FQHCs In or Immediately 
Accessible to  Public Housing = 4.4 
million  patients

• 107 Public Housing Primary Care  
(PHPC) = 817,123patients

Source: UDS
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https://bphc.hrsa.gov/datareporting/reporting/index.html


Public Housing Demographics
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Source: HUD



Abdín Noboa-Ríos, Ph.D.
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Discussing Issues:
Opportunity to discuss issues of cultural competence, health literacy, 
and general public health with subject matter experts

Abdín Noboa-Ríos, Ph.D., Ashley Rodríguez, and Floribella Redondo
LC Session 4: June 10, 2020



Current Challenges Impacting 
Public Health 

• COVID-19 pandemic

• Racism as a public health factor

• Police brutality

• Unemployment

• Economic crisis



Ashley Rodriguez
Community Health Worker System Manager at Baylor 
Scott & White Health System
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Public Housing Health Center Service Delivery Through Cultural 
Competence and Health Literacy
Learning Collaborative,  Session 4

CHW Challenges & Opportunities

• Board of Directors Member, Texas Association of 
Promotores & CHWs (TAPCHW)

• CHW System Manager, Baylor Scott & White Health

Ashley Rodriguez, CCHW, CCHWI



Address 
Social Needs

Address 
Barriers

Coordination 
/follow-up

Address 
Language/

Cross-cultural 
Issues

Provide 
Culturally 

Appropriate 
Education

Provide  
Engagement

Empower 
Patients

Provide 
Socialization / 

Address 
Isolation

Build Trusted 
Relationships

Provide Peer 
Support

Who We Are What We Do

Required 8 Core CHW Competencies

Communication Skills

Interpersonal and Relationship-Building Skills

Service Coordination and Navigation Skills

Capacity-Building Skills

Advocacy Skills

Teaching, Education, and Facilitation Skills

Individual and Community Assessment Skills

Outreach Skills

Professional Skills and Conduct

Evaluation and Research Skills

Organizational Skills

Knowledge Base

Provide 
Resource 
Referrals

Trusted 

Relationships
Resource 

Connection

How We Address Health Literacy
• Knows patient demographics

• Understands and responds to cultural context/norms

• Uses plain language when speaking and in written text

• Uses visual aids (i.e. novel-style graphics)

• Reviews educational handouts & information together

• Limits content for relevance as needed

• Assess the patient’s understanding of written materials 

• Uses proven tactics like asking neutral open-ended 

questions (“What did you hear?”), motivational interviewing or 

the teach-back method 

Address 
Health 

Disparities

Provide & 
Improve 

Access to 
Care

CHWs can & do successfully implement 

health literacy-focused interventions1

Community 
Outreach

Navigation 
Services

TEXAS COMMUNITY HEALTH WORKERS (CHWS) & PROMOTORES

Through 
Cultural 

Humility!

https://scholar.google.com/scholar?q=how+CHWs+address+health+literacy&hl=en&as_sdt=0&as_vis=1&oi=scholart


Support: CHW Development Council 

2020: 100+ 

CHWs in 5 

Teams, in

7 CHW  

Roles 

2014: 30 
CHWs & 
Formed 
CHW 

Development 
Council

2011: New 
Positions & 

Career 
Ladder 

Creation

BSWH CHW Governance & Support
CHW Workforce History

2009-2011: 
4+ CHWs in 
Community 

Care 
Navigation

2007: 1 
Diabetes 
Educator 

CHW

CHWs

Lessons Learned 
Comprised of System leadership, CHW Supervisors, & CHWs

Develop Strategies Streamline Processes

Provide Structure & Support

Development, Leadership, Continuing Education

Over 10 Years of Experience

1. Hire the right people for the CHW role  

2. Define clear work practices/scope of work

3. Provide centralized management and team structure

4. CHWs should document in the EHR & track outcomes

5. Outline a career track for CHWs with multiple positions

For more info contact: Ashley.Rodriguez2@bswhealth.org

Best Practices
Develop Support 

Structure
Build CHW 

Career Ladder
Ask for Frontline 
CHW Feedback

mailto:Ashley.Rodriguez2@bswhealth.org


UNDERSTANDING THE CHW LANDSCAPE

CHW Challenges

Opportunities & Solutions

• Rural: 

• Not as many resources/orgs for referral

• Limited training/CE opportunities

• Less support & utilization of CHWs

• Urban:

• Opportunities are stagnant

• Limited training/CE opportunities

• Mis and underutilization for outreach

• Generally/Nationally:

• Role underutilized or misunderstood

• “Proof” such as ROI often required 

• Integration into care teams often leads to loss of 

CHW only intervention attributable data

CHWs Offer Solutions! Such as:

• Coordinate outreach efforts

• Excellent at outreach – virtually or in-person

• Extend the reach of healthcare & social 

services

• Deliver culturally appropriate services

• Address social isolation

Other Challenges

• Current COVID Crisis:

• Lack of access to technology

• Patient mistrust of technology 

• Language barriers exacerbated 

• Lacking in experience for remote working

• Now combating influx of misinformation 



RESOURCES

CHW Program Resources

• RHI Hub: Rural CHW Toolkit

• NASHP US State CHW Models

• ASTHO CHW State Health Information

Online Resources for Health Literacy

• CDC Health Literacy Resources

• AHRQ Health Literacy Resources

• NALHD Health Literacy Resources

Online Resources for Cultural Humility

• HHSC Office of Minority Health: Think Cultural Health

• Public Health Learning Navigator: Serving Diverse Communities: Building Cultural 

Competence and Humility into the Workplace

https://www.ruralhealthinfo.org/toolkits/community-health-workers
https://nashp.org/state-community-health-worker-models/
https://www.astho.org/Community-Health-Workers/
https://www.cdc.gov/healthliteracy/learn/Resources.html
https://www.ahrq.gov/topics/health-literacy.html
https://nalhd.org/file_download/inline/c8a41e92-2e92-43e1-97cd-d7e3e89c6e81
https://thinkculturalhealth.hhs.gov/
https://www.phlearningnavigator.org/training/serving-diverse-communities-building-cultural-competence-and-humility-workplace


Texas Association of 
Promotores & 

Community Health 

Workers

Our Mission is to support and expand opportunities for the
CHW profession at the state and local level through advocacy,
education, employment, empowerment, and policy.

Established in 2019. We are a 501 (c)(3) non-profit that serves
all Community Health Workers across Texas that is led by
certified CHWs and CHW Instructors. Read more here

Our Mission

About Us

Professional 
Development

Development
Scholarships

Support 
Advocacy 

Efforts

Education 
Opportunities

Access  a 
wider network 

of CHWs

What We Offer

Learn more at: www.tapchw.org

https://www.tapchw.org/about
http://www.tapchw.org/


Floribella Redondo
Co-Founder and Executive Director of the Arizona 
Community Health Workers (AzCHOW) Association
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IMPROVING PUBLIC HOUSING 
HEALTH CENTER SERVICE DELIVERY 

THROUGH CULTURAL COMPETENCE AND HEALTH 
LITERACY

LEARNING  C OLLABORATIVE, S ES S ION 4

Floribella Redondo-Martinez, CHW, BS

Co-Founder and Executive Director

CHWs CHALLENGES AND OPPORTUNITIES

June 10, 2020

Arizona Community Health Workers Association



CHWS SERVICE DELIVERY 
CHANGES IN THE LANDSCAPE

UNITY Tree

1. Recognition of the CHW workforce at national and global levels

2. Unity of the CHWs/Promotores/CHRs under “umbrella” of 

Community Health Workers

3. Development of the scope of practice and core competencies of 

the CHW profession

4. National Association of Community Health Workers 

5. Integration into healthcare teams

6. Many Promotores/CHWs are now paid employees

7. Many states are looking into reimbursement of CHW services

8. Integration of behavioral and health care services

9. Technology is now part of service delivery



Role of CHWs in the Continuum of Care

Direct Care / 

Providers Visits

Outreach, community engagement, awareness, education referrals, 

bridging barriers to access health care services, care coordination, 
addresses root causes/social determinants of health

Follow-up, referrals and care coordination, social and emotional support, 

build individual capacity and family support, 

• Assist clients with enrollment in programs and benefits for which they are eligible

• Build individual and community capacity. 

• Provide culturally appropriate health education and information

• Provide care coordination, case coordination and system navigation.

• Provide cultural mediation among individuals, communities, and health and social 

systems

• Provide coaching, social and emotional support

• Link people to health care/social service resources

• Translate and interpreting for clients and health care/social service providers

• Create connections between vulnerable populations and health care system

• Provide care coordination and care transitions for clients

• Build awareness on health literacy among providers and community services

• Provide informal counseling, support and follow-up

• Advocate for vulnerable populations within the health care system and community 

at large

CHW Skills:
1. Communication Skills 

2. Interpersonal and Relationship-Building Skills 
3. Service Coordination and Navigation Skills 

4. Capacity Building Skills 
5. Advocacy Skills 

6. Education and Facilitation Skills 

7. Individual and Community Assessment Skills 
8. Outreach Skills 

9. Professional Skills and Conduct 
10. Evaluation and Research Skills 

11. Knowledge Base 

Patient/client



WHY IS HEALTH LITERACY IMPORTANT, 

AND WHAT CAN WE DO?



ROLE OF CHWS IN PANDEMIC

• Development of outreach questionnaire

• Response to the mental health needs of 

CHWs and community members

• Develop a manual of positive messages 

and activities for elderly clients that 

were isolated  

• Provide updated information on 

pandemic and provided masks to 

vulnerable communities



ARIZONA CHWS

Preparing Arizona CHWs and CHW 

organizations and Health Systems for state 

Voluntary Certification



TOGETHER WE CAN TRANSFORM THE WORLD…

Floribella Redondo-Martinez

floribella@azchow.org

Thank you!

mailto:floribella@azchow.org


If you would like to ask the 
presenter a question, 

please submit it through 
the questions box on your 

control panel.

If you are dialed in through 
your telephone and would 

like to verbally ask the 
presenter a question, use the 

“raise hand” icon on your 
control panel and your line 

will be unmuted.

Q & A 



CORONAVIRUS 
PHPC WEEKLY 

UPDATES
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https://nchph.org/wp-content/uploads/2020/05/COVID-19-Infographic-Draft-May-1-Data-1.pdf


Visit Our Website: nchph.org

COVID-19 Updates Webinars Monographs

Publications Interactive Maps
Provider and 

Resident-Centered 
Factsheets

Training Manuals Newsletters
Annual 

symposiums

One-on-One

http://nchph.org/


Join Our Mailing 
List at
nchph.org/contact
and Receive:
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HRSA UPDATES MEDICARE 
UPDATES

FUNDING 
OPPORTUNITIES

SENIOR 
PROGRAMS

RESOURCES 
AND SERVICES

WEBINARS

https://nchph.org/contact/


LET US KNOW YOUR THOUGHTS!



Contact Us

Robert Burns
Director of Health
Bobburns@namgt.com

Dr. Jose Leon
Chief Medical Officer
jose.leon@namgt.com

Saqi Maleque Cho DrPH, MSPH
Manager of Policy, Research, 
and Health Promotion
Saqi.cho@namgt.com

Fide Pineda Sandoval 
Health Research Assistant
Fide@namgt.com

Chantel Moore
Communications Specialist
Cmoore@namgt.com

Please contact our team for 
Training and Technical 
Support
703-812-8822



THANK  YOU!
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