
Warm Introduction Script

Healthcare Planning Introduction: The following script and Q&A focuses on 3 important
elements of a warm introduction, making the introduction 1) quick (less than 60 seconds), 2)
easy to understand, and 3) not scary to the patient. This script is not intended to be followed
word by word but rather to encourage you to use your authentic language with the patient. It’s
also crafted so that it can be delivered by anyone in the office rather than just someone with a
clinical background. If you or a colleague would like coaching or more information on this,
please join one of our twice weekly CACP skills labs. You can sign up here: Tuesdays at 2pET or
Thursdays at 12pET.

Healthcare Planning Script:
Mr/Ms _______,

I’d like to take a moment to tell you about a new service we have for our patients. It’s called
healthcare planning – this is important and at no cost to you.

We plan for everything in life – retirement, our kids’ education, building roads and towns. We
plan because it gives us better results. I’d like you to consider planning for your healthcare. If
you do, it becomes more likely that you get better care.

Our partner in healthcare planning is Iris. They will answer all your questions about this. The
planning is done over the phone or video at your convenience. You can invite anyone you want
to be part of your planning, including loved ones or friends. Again, this is at no cost to you.

Once you’ve done this the doctor can review the plans with you so you’re on the same page
about them. All we’re asking is that when Iris calls you answer the phone and hear what they
have to say or you can call Iris directly at 800-845-2081 to set up an appointment.Would you be
willing to do this please?

Healthcare Planning Anticipated Questions and Answers:
Q: Patient: What is involved in healthcare planning?

A: Physician: Well, one of the things Iris will explain is the importance of having everyone on
the same page about what’s important to you. Oftentimes even those people that love us the
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most or know us the best don’t understand what we want or don’t want for our care as time
goes on.

Q: Office Staff/Physician: Most of our advanced elderly patients already have a family
member involved in their care. How do we best refer a patient to Iris CACP who is aged 90 or
older, has dementia,  or who already has a family member functioning as their healthcare
representative?

A: Iris/Aledade: For CACP patients aged 90 or higher, have dementia, or are known to have a
family member as their MPOA or healthcare representative, we know that we will often be
getting assistance from a family member or working with the family member directly. For these
circumstances, we ask that the practice assist us in linking to the family member by choosing
one of the following options; 1) outreach to the family member at an in person visit, 2) outreach
to the family member on a  warm outreach call, or 3) enter the family member’s contact
information into the “refer now” notes field.

Q: Patient: Why do I need to do this now?

A: Physician: Healthcare planning is something we all should have done once we became an
adult. Think of this like a fire extinguisher or seat belt – most of the time you don’t need them
but you’re really glad you had them if the situation calls for them.

Q: Patient: Why can’t I just do this with you in the office?

A: Physician: I will of course be involved in the ACP process, but the Iris team members are
experts in this area. ACP requires family involvement and agreement. Iris’ healthcare planning
is facilitated via phone or video conference during the days, evenings and weekends so that
you can include your loved ones in the conversation, even if they live far away.

Iris facilitators help you navigate family dynamics and address any concerns you or your loved
ones may have, all while taking the time to listen, counsel and provide support in order to tailor
a plan to your unique care needs. Iris experts also assist with document preparation and
completion so that you don’t have to worry about it. These important documents are then
shared with all of your doctors and loved ones for future use.

Q: Patient: I think we already have a Living Will completed. Should I still participate?
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A: Physician: Yes, Iris can help you update your current living will and cover any items you
might have missed on your current directives.  Many living wills are not completed thoroughly.
Iris can update and complete your documentation, making sure your care team gets the
updated information. Importantly, Iris will talk about things that are not on those forms you’ve
done.

Q: Patient: What is this going to cost us?

A: Physician: This service is provided at no cost to you and your family. I do think it’s a good
opportunity for patients and family alike. Could I refer you to Iris so you can discuss healthcare
planning with them further?
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