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clinical contributions

Exceeding Patients’ Expectations
for Culturally Competent Care
A clinician who develops trusting, mutually cooperative relationships with patients increases patient adherence to treatment plans, patient satisfaction, and
likelihood of improved health outcomes.
Because culture shapes health care beliefs, health behaviors, and expectations
for health care experience, understanding the role of culture can contribute to
the clinician-patient relationship; and
thus, to the delivery of quality care and
clinical effectiveness. Culturally competent care can enhance clinician-patient
communication and create an atmosphere
of shared decision making.
Some important factors that influence health
care beliefs and practices include place of
birth, primary language spoken, immigrant
status, and religious background. Questions
specific to health care treatment and affected
by cultural influences include:
• What has the patient already done?
• Who does the patient trust with primary
health care: a primary care physician, a traditional healer, or an osteopathic doctor?
• What are the patient’s health care beliefs, expectations of the clinician and
of the treatment, and desires/preferences
for treatment?

To obtain additional copies, please
contact us at the CMI Product
Information Line: 510-271-6426
or CMIproducts@pkc.kp.org
The National Diversity Hotline:
510-271-6663.

How Does a Clinician Obtain
all this Information?
The Culturally Competent Care Pocket Card,
included in this issue of The Permanente
Journal, is a portable point-of-care tool that
guides clinicians through a set of questions
that integrate these cultural factors into a patient visit. The pocket card defines culturally competent care and suggests ways to
help build culturally competent knowledge
and skills. Tips include:
• How to identify the patient’s linguistic
needs, oral and written.
• How to elicit the patient’s feelings/
beliefs about the illness, treatments already tried, and preferences for learning approaches.
• How to create a mutually accepted treatment plan.
• How to work with interpreters.
The pocket card contains information about
cultural differences in:
• communication
• religion
• folk medicine
• dietary practices
• health beliefs
• end-of-life decision making
The pocket card is an evidence-based,
practical synthesis of best practices and current knowledge in culturally competent care,
developed jointly by the Care Management
Institute (CMI) and the Institute for Culturally Competent Care (ICCC). The National
Diversity Council’s culturally competent care
handbooks, a resource and organizing tool
for the pocket card, can be accessed online
at: http://kpnet.kp.org/national/diversity.

CMI and the ICCC offer the Culturally Competent Care Pocket Card as a tool to improve
the clinician-patient relationship and to exceed patients’ expectations for high quality,
patient-centered care. ❖
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