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Technology at Renown Health. She brings a practical, community-
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Michelle Luna is a Senior Marketing Business Partner at Renown 
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What you will take away

Learning Objective 1

Use population health, 

demographic and utilization data 

to identify Spanish-speaking 

patient segments with unmet 

needs and growth potential.

Identify the Opportunity
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Learning Objective 2

Apply culturally relevant, trust-

centered communication 

strategies that address 

information, navigation and 

access barriers.

Build Trust Intentionally

Learning Objective 3

Align Spanish-language 

marketing with population health 

and growth goals, then adapt the 

approach to the size of your 

organization.

Create a Scalable Model

A case study and scalable playbook for Spanish-language population health marketing



Population Health Trivia

QUESTION 1

Approximately what percentage of Nevada's population identifies as 
Hispanic or Latino?

A.  15%

B. 22%

C. 29%

D.  40%

C. 29%     CORRECT ANSWER



Population Health Trivia

QUESTION 2

What percentage of Washoe County residents identify as Hispanic or 
Latino?

A.  10%

B.  18%

C.  27%

D.  40%

C.  27%     CORRECT ANSWER



Strategy Maturity Assessment

QUESTION 3

How would you best describe your organization's current Spanish-language 
marketing strategy?

A.  We translate clinical materials when needed.

B.  We occasionally run Spanish-language campaigns.

C. We are in the process of developing a Spanish-language marketing strategy.

D.  We have a comprehensive Spanish-language marketing strategy in place.

E. We rely on third-party agencies.



Nevada Hispanic/Latino Population Health Data
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Hispanics/Latinos make 

up ~29.2% of Nevada's 

population. 

Most are in the Gen Z, Gen 

Alpha and Millennial age 

groups.

Source: 2025 Hispanics/Latinos in Nevada Community Needs Assessment, Nevada Minority Health & Equity Coalition



Nevada Hispanic/Latino Population Health Data
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Source: 2026 Community Health Needs Assessment, Renown Health & Northern Nevada Public Health



RENO DMA: BY THE NUMBERS
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Sources: 2020 Census | 2025 Nielsen Universe Estimates, Washoe County School District - U.S. News Education



The Reno DMA’s Hispanic Population Skews Younger
than Non-Hispanics and is Poised for Substantial Growth
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Reno DMA Hispanic Population Numbers by English Speaking Ability

Sources: 2020 Census | 2025 Nielsen Universe Estimates, Washoe County School District - U.S. News Education
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2020

RESPOND

COVID-19 drives first 

large-scale Spanish 

vaccine and health 

communications.

2021 - 2022

LISTEN

Community feedback 

reveals trust, access 

and navigation 

barriers.

2023

DISCOVER

Data reveals 

utilization gaps across 

key service lines. Built 

case with research.

2024

BUILD

Phase 1: 

MarComm plan 

created to support 

initiative. The work 

begins.

2025

INTEGRATE

Phase 2:

Spanish-first strategy 

embedded into 

campaigns and 

patient touchpoints.

2026

SCALE

Phase 3: 

Framework matures 

and utilization trends 

show momentum.

2027+

EVOLVE & SUSTAIN

Continue expanding 

equitable access 

across the patient 

journey.

An ethical, grassroots effort became an expanded population health and growth capability.

Our journey: 
From translation to transcreation



Build Trust

2023: We started with a gap, not a campaign

Take Action

• Does our message reflect 

community insight, credible 

voices and cultural context?

• Do these efforts take into 

consideration the entire patient 

journey for this audience?
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Language access and cultural relevance can shape how people find, understand and act on health decisions.

Assess Access

• Can people find information 

and navigate the system in 

their preferred language? 

Our shift went from translating assets to designing the experience as a whole.



Customer Engagement

Understanding the Access and Utilization

Marketing & Communications

• 24 approved Spanish-speaking 

representatives in the 

customer engagement center;  

18 of them are call center 

agents

• ~12,000 calls are conducted 

in Spanish annually

• Renown.org had a built-in 

translator tool for Spanish, but 

there were some limited 

capabilities

• Reno has dedicated Spanish 

TV and Radio media channels 

that   we partnered with on PR 

opportunities
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What was currently in place at Renown Health across Language Access, Customer Engagement and MarComm?

Language Access

• 110 employees are 

certified in Spanish as 

Qualified Language 

Medical Interpreters

• 88.5% of Language Line 

interpretation services was 

used for Spanish

• TransPerfect is used for 

document translations

• MyChart & Epic 

communication



Our Objectives
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1. Build positive relationships with the Latino community through targeted and strategic bilingual 

community outreach and marketing tactics.

2. Extended Renown's mission of caring for all people by incorporating language access and 

cultural relevance into Marketing & Communications strategies, creating a more positive and 

accessible patient experience.

3. Position Renown Health as a trusted source of guidance for healthcare information to this 

audience.

4. Align our Spanish Language Strategy with Renown Health’s broader strategic goals, Mission-

Vision-Values and People-first culture, ensuring that growth in this community reflects 

organizational values of inclusion, caring for all people and equitable access to care.
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Phase 1: Initial Strategies

• Audited our website's translation capabilities to better understand the patient journey

• Partnered with IC Media Strategy to review existing creative and develop culturally relevant 

messaging

• Leveraged our internal Spanish-speaking team members to lead the initiative

• Facilitated a focus group to measure audience sentiment toward our brand and initial 

transcreations

• Identified population health and outreach opportunities for this audience and developed a 

Spanish-first marketing and communications strategy aligned with organizational goals

https://icmediastrategy.com/
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We turned our existing brand campaign, "Fight the Good Fight" 

and transcreated the "Contigo en la Lucha" brand extension.
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What We Learned From the Focus Group

Healthcare concerns included difficulties accessing timely care, skepticism, fears of misdiagnosis and high costs. 

We found that this leads to delayed effort in seeking care until they can travel to their home country.

Advertising Feedback Resonated

Effort Builds Trust

Overall, the slogan conveyed a message of continuous support from the hospital, from the 
beginning to the end of any challenging situation. They appreciated the effort made.

Feedback emphasized a sense of inclusion and representation in the content, as well as belonging and 

validation. Trust was a central theme, suggesting a commitment to standing by individuals through their challenges.

General Skepticism & Fear Around Healthcare
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Improved the Spanish-

language digital 

experience through 

enhanced website 

translation capabilities.
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A trust-centered, educational public relations strategy and 

sponsorships helped us grow relationships with local media.
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Transcreation was then embedded in all priority service line campaigns.
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Spanish-first planning became standard across priority campaigns.
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Phase 2: Continued to Build the Trust Ecosystem

Aligned and expanded 

our efforts with our 

community relations 

sponsorships and 

partnerships.

Community 

Outreach

Became the primary 

content creators for 

Spanish education and 

resources.

Content 

Strategy

Grew reach and visibility 

through trusted external 

community channels 

and employees.

Relationship

Strategy

Identified new areas of 

opportunity and 

embedded language 

access into the patient 

journey.

Operational 

Updates

Trust is not a channel. It is the result of consistent, credible relationships and action.
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Phase 2: Continuing to Build the Trust Ecosystem

• Invested in our community through new partnerships, sponsorships and events

• Hosted an internal Spanish-speaking media training with 32 participants who earned a certificate 

of completion from the University of Nevada, Reno

• Launched Renown Health en Español Facebook page dedicated to Spanish-first content

• Developed a style guide as we learned our brand voice in Spanish for consistency

• Implemented Spanish communication journeys for appointment reminders and referrals

Visibility created trust and credibility. Trust created champions.
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What began as a marketing effort became a movement fueled by trust, collaboration 

and a shared commitment to our community.
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Launched in June 2024, Renown Health en Español has grown to 2.7K 

followers as of September 2026, helping extend trusted, culturally relevant 

health information to Spanish-speaking communities.
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Patient Communications: Appointment reminders based on language preferences in Epic

Average monthly Spanish email sends 20,851

Average monthly Spanish SMS sends 31,444
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Patient Communications: Healthy Nevada Project, Genetic Testing Automated Journey
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Phase 3: Logramos Más. Juntos.

The new brand campaign launch of "We Can and Will. Together." allowed us the 

opportunity to implement the transcreation strategy from the start.
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2026: From individual tactics to a repeatable capability

1. Strategy: Spanish-language considerations enter planning earlier.

2. Activation: The work extends across channels and patient touchpoints.

3. Partnership: Internal and external voices inform and champion the strategy.

4. Measurement: Engagement is evaluated alongside access and utilization.

Our progress is not defined by how many materials we translate.

It is defined by how effectively we help people move from information to care.
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Results: Building Trust, Expanding Access & Driving Growth

• Utilization increased across multiple points of care, including urgent care, emergency services, primary 

care, pediatrics and preventive screening services. 

• Urgent Care experienced the strongest multi-year growth, increasing 27.4% from 2023 to 2025 and 

generating more than 12,800 additional patient visits. 

• Emergency Department utilization increased 13.1% during the same period, reflecting sustained 

engagement across critical access points. 

• Primary and preventive care continued to grow, including Adult Primary Care (+2.96%), Pediatrics (+8.06%) 

and Mammography (+19%), supporting earlier intervention and preventive care utilization.

• More than 19,000 additional appointments, visits and encounters were recorded across these tracked 

service areas, demonstrating broad-based growth among Latino/Hispanic patients.



From 2023–2025, 

Latino/Hispanic 

patient utilization 

increased across 

multiple service lines, 

demonstrating 

growing engagement 

with Renown Health's 

care network as 

Spanish-language 

communications, 

outreach and access 

efforts expanded.



Use this sequence to turn a 

language-access need into a 

measurable growth plan.



One framework, different organizational sizes
The first step changes with capacity; the core principles stay the same.



Three Key Takeaways

1. Use data to focus the work and build buy-in

Begin with a priority population, care gap and measurable baseline.
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2. Build trust into the strategy

Do not treat cultural relevance as a final creative review or translation step.

3. Scale according to your resources

One focused, well-measured initiative can become the foundation for a broader organizational 

capability.

What is one next move your organization can make?



Questions?
▪ Please be sure to complete the session evaluation on the mobile app!
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