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Competency to Curriculum (C2C) Patient Navigator Work Group 

Work Place Competencies  

 

Competency Domain #1: Communication 

Effective and purposeful communication is listening carefully and communicating respectfully in ways 

that help build trust and rapport with patients/clients, community members, colleagues and other 

professionals.  Effective communication includes a mix of listening, speaking, gathering and sharing 

information, and resolving conflict. Patient Navigators must communicate effectively with 

patients/clients about individual needs, concerns and assets. They must convey knowledge of basic 

health and community resources clearly and in culturally appropriate ways. Navigators must also 

communicate with other professionals in ways that use appropriate terms and concepts. 

Competency includes the ability to: 

1. Be respectful and culturally aware during interactions with patients/clients. 

2. Listen carefully by employing active listening techniques, parroting, paraphrasing, reframing, reflecting  

and repeating back important information as necessary to confirm mutual understanding.  

3. Continually work to improve communication and revisit past topics as trust develops with patient/client. 

4. Communicate patient/client information with other members of healthcare team. 

5. Pay attention to expressive (non-verbal) behavior. 

6. Ask neutral, open-ended questions to request relevant information. 

7. Speak clearly and honestly. No false reassurance. Use right tone, right sound level  

8. Use language that conveys caring, empathy, and is professional and appropriate for the 

situation/interaction/place 

9. Explain terms or concepts whose meanings may not be obvious to patients/clients, community 

members or to professional colleagues. 

10. Protect patient/client privacy and confidentiality 

11. Use written and visual materials to convey information clearly and accurately and share materials 

verbally with individuals  or groups  

12. Perform motivational interviewing. 
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13. Effectively communicate via telephone and alternate technologies. 

14. Prevent situations involving conflict.  Address conflicts that may arise in a professional and safe manner. 

15. Comply with reporting, record keeping, and documentation requirements in one’s work. 

16. Seek assistance from supervisors as necessary to address language barriers, personal relationships, or 

other challenges. 

 

Competency Domain #2: Cultural Competency and Ethnic Diversity 

Patient Navigators must be able to use relevant languages, respectful attitudes and demonstrate deep 
cultural knowledge in all aspects of their work with individuals, their families, community members and 
colleagues. They must convey standard knowledge of basic health and social concerns in ways that are 
familiar to clients and their families. Especially when challenging what might be “traditional” patterns of 
behavior, navigators must be able to discuss the reasons and options for change in a culturally sensitive 
method.  
 
Competency includes the ability to: 
 

1. Understand how one’s own culture and life experience influence one’s work with patients, 
community members, and professional colleagues from diverse backgrounds.   
 

2. Recognize and define cultural and social differences (such as differing understandings of family 
unity, religious beliefs, health-related beliefs and practices, generational differences, traditions, 
histories, socioeconomic system, refugee and immigration status and government systems). 

 
3. Demonstrate understanding that health beliefs and practices vary across distinct cultures and 

communities and seek assistance from supervisors if there are communication difficulties. 
 

4. Employ techniques for interacting sensitively and effectively with people from cultures or 
communities that differ from one’s own. 

 
5. Employ an understanding of how people’s health may be affected by social, economic, or 

political injustice in working with and advocating for patients and communities. 
 

6. Make accommodations to address communication needs accurately and sensitively with people 
whose language(s) one cannot understand. 

 
7. Participate in on-going public and agency efforts to promote awareness and respect for differing 

cultural groups in the community. 
 

 
 
 
 



Final Version Page 3 of 6 4/16/2015 
 

 

Competency Domain #3: Healthcare Systems 

Patient navigators act as a bridge between patients, healthcare providers and community resources. To 

effectively provide that bridge the patient navigator must have a basic understanding of the structure 

and functions of the healthcare system. The patient navigator needs to understand the patient 

experience, work flow for patient processing and insurance options including the Affordable Care Act 

and other healthcare insurance options. The navigator will also need to have a basic understanding of 

ethical and legal issues as they relate to healthcare. 

Competency includes the ability to: 

1. Perform tasks and responsibilities of a patient navigator within their scope of practice. 

 

2. Effectively perform navigation tasks in a health care setting that may include a community clinic, 

outpatient facility, acute care hospital or specialized care center. 

 
3. Perform tasks of a navigator within the ethical and legal parameters of the healthcare system. 

 

4. Utilize HIPPA regulations in conversations and written communication. 

 

5. Obtain and explain current information about health insurance programs and eligibility, 

including the Covered California Marketplace, financial aspects of obtaining care, and public 

health and social service programs that can assist with the financial costs of healthcare. 

 

6. Explain and guide a patient/client through the healthcare system pertaining to and relevant to 

the patient/client health condition and needs. 

 

7. Perform navigation tasks safely and prevent adverse events from occurring. 

 

8. Perform patient/client documentation and access health information on a need to know basis. 

9. Multitask when having more than one patient/client without compromising any job quality 

 

 

 

 

 



Final Version Page 4 of 6 4/16/2015 
 

 

Competency Domain #4: Barriers and Resources  

Patient Navigators support individual patients through the continuum of healthcare as it pertains to 
their specific disease, ensuring that barriers to care are resolved and that each stage of care is as easy 
for the patient as possible. Essential to the performance of a patient navigator is identifying 
patient/client barriers to receiving optimal healthcare and individually addressing them. 
This degree of coordination can help increase access to care and is especially helpful to those with 
chronic, long-term illness such as cancer, diabetes, HIV, cardiac and respiratory failure, and other 
conditions that depend on close adherence to a treatment plan in order to be most effective. 
Understanding and keeping track of diagnoses, appointments, tests and other important information 
can be overwhelming to someone who is already struggling to manage the physical and emotional 
aspects of their illness. The navigator provides a consistent point of connection and knows how to help 
patients move around the roadblocks they may encounter. 
 

Competency includes the ability to: 

1. Demonstrate a basic understanding of continuity of care and follow-up to ensure clients are 

connected to referrals and services. 

 

2. Assess personal and family needs in the context of receiving optimal health care services. 

 
3. Identify and address structural, cultural, social, emotional, and administrative barriers to care 

including but not limited to: transportation, housing, language, literacy/communication, 

childcare, eldercare, distance, insurance, work schedule, fear, disability and attitude of the 

healthcare system.  

 

4. Demonstrate knowledge of resources specific to the local/regional community to address 

identified barriers. 

 

5. Provide patient/client self-management and goal setting, recognizing that the patient is 

resourceful. 

 

6. Build and maintain networks, and collaborate with appropriate community partners to build a 

portfolio of community resources.  

 

7. Inform care providers about challenges that limit the ability of clients to follow care plans and 

navigate the health care system. 
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Competency Domain #5: Basic Wellness, Health Promotion and 
Outcomes 

Patient Navigators often work within both traditional public health services and the health care system. 
Understanding the bigger picture of the basic principles of public health allows navigators to assist 
individuals, families and communities to understand the basic role of prevention, education, advocacy 
and community participation in their care. Education for healthy behavior change means providing 
people with information, tools, and encouragement to help them improve their health and stay healthy 
over time. To successfully address patient/family barriers the navigators must have a basic 
understanding of wellness and disease prevention. Navigators respect patient/client experiences and 
their abilities to learn, take advantage of resources, and set priorities for changing their own behavior.  
 

Competency includes the ability to: 

1. Communicate a basic understanding of wellness and disease prevention including: hygiene, 

physical activity, diet and nutrition, mental health, and social interaction.  

2. Communicate a basic understanding of chronic disease conditions and their general diagnosis 
and treatment, including complementary, alternative, and Integrative health techniques. 
 

3. Demonstrate an understanding of psychosocial impacts on health. 
 

4. Describe and communicate health disparities in relation to barriers and barrier reduction. 
 

5. Perform and/or demonstrate an understanding of safety, CPR, First Aid, Community Emergency 
Response Team (CERT), Basic Life Support and Mental Health First Aid. 

 
6. Communicate end of life issues, grief and loss. 

 
7. Perform Health Promotion and prevention activities at the personal and community level.  
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Competency Domain #6: Technology 

Although patients/clients have different levels of understanding and proficiency in the use of 
technology, the patient navigator needs to be proficient in technology to demonstrate competency in 
the other five domains. Communication within the health care environment is very much technology 
driven as is the diagnosis and management of many disease conditions. This proficiency though needs to 
come with an understanding that some patient/clients, for any number of reasons, may need to be 
supported in a less technological environment.  

Competency includes the ability to: 

1. Use appropriate technology, such as computers, for work-based communication, according to 
employer requirements.  

 
2. Create documents in Microsoft Office: Word, Excel, PowerPoint, or a similar product 

 
3. Use personal devices and applications, create and/or populate social media sites, and use 

electronic security 
 

4. Utilize emerging tele-health models /practices, and patient portals 
 

5. Utilize technical ethics and etiquette 
 

6. Utilize an electronic health record as appropriate for an patient navigator 

 

7. Use patient registries and tracking systems as appropriate for a patient navigator 

 

Competency Domain #7: Personal and Professional Development 
 
Continued development both personally and professionally is vital for a patient navigator to function in 
the changing arena of healthcare. The patient navigator needs to demonstrate qualities required to 
sustain lifelong personal and professional growth including self- reflection to asses self and development 
needs.   
 
Competency includes the ability to: 
 

1. Set learning and improvement goals. Identify and perform learning activities that address one's 
gaps in knowledge, skills, attitudes and abilities. 
 

2. Understand and negotiate boundaries in the scope of practice for a patient navigator 
 

 
 

 

 


