
Warm Introduction Support:
Common Reasons Patients Say "No" to CACP

It can be helpful when speaking to patients to be prepared for how they may respond.

Just as important as what you say, is how it’s said.  In their interactions with patients, Iris engagement
specialists strive to be curious and listen intently to what the patient says to our initial outreach script. If the
patient is open and receptive to a path forward the goal is to gently educate and provide choices.  This
conversation is most successful when the patient is able to open up about their Advance Care Planning
experiences or emotions and the engagement specialist can offer a piece of the Iris solution that is relevant
and useful for them.

Below you will find some potential paths forward for those who are unsure of how Iris can help them.

If the patient needs additional guidance, please defer to the response below:
“I have a lot of confidence in Iris. They work with patients in your position every day.  I really encourage you
to talk to them and ask them all your questions - they're ready for them!”

Reasons for not engaging at this
time

Potential paths forward

I am a planner. I’ve already paid for
my funeral costs.  I have a living
will (LW) and a Medical Power of
Attorney (MPOA) done through my
Estate Planner/lawyer.

● Iris is a free service
● Work with a healthcare planning expert who can go into scenarios

not typically covered under LW/MPOA and what to expect in more
depth.

● Complete complementary documents that are readily
accessible/recognized at point of care - easy to grab and
understand (when LW/MPOA is part of a Trust or Estate they are
not always readily accessible/distributed.)

● Documentation distributed to all who need copies including
family, hospitals, other caregivers and doctors.

● Iris is a free, longitudinal service. They work with you to keep
things up to date if you want or need to make changes over time.

● Calls are recorded for loved ones to listen to if desired.
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I like to take things day by day.  I
don’t like to think about the future
because it can’t be predicted
anyway.

● Healthcare planning experts walk you through scenarios that
people with similar medical conditions may be faced with

● Important to document an MPOA in the event that you need
someone to speak for you, if you can’t.

● Prepare your MPOA with some common scenarios
● Documents can be changed as often as necessary to accurately

reflect your current needs and wishes.

I want to alleviate the burden from
my family having to make end of
life decisions they aren’t prepared
for.

● Iris supports you in choosing a healthcare representative that can
best meet the demands of the role

● Iris helps your healthcare rep understand what is expected of
them

● Iris helps your healthcare rep understand your wishes and how
you make medical decisions and provides this guidance in writing

● Iris supports families in resolving any potential ACP issues before
they come up

My kids know what I want. ● Discussing ACP raises confidence for loved ones
● Iris offers your family an opportunity to iron out any family discord

before it comes up
● Iris helps prepare your MPOA or prepare your children to work as

a committee with your voice

I have had an experience in the
past where someone DID get what
they wanted at the end of their life.

● An opportunity to do the same for yourself
● Iris helps you ensure that you write down and communicate to

your loved ones your wishes for your end of life.
● This is the best chance for having these wishes followed.

I have had a bad experience in the
past where someone DID NOT get
what they wanted at the end of
their life.

● Iris’ service offers you an opportunity to communicate to doctors
and loved ones verbally and in writing what you DO want and
what you don’t want so that these wishes have the best chance of
being followed

I have a few people to assist/help
in my care.

● Iris can assist you in possibly identifying, naming and preparing an
MPOA and/or LW

● Iris documents your wishes so it’s clear to your medical team(s)
what you do and don’t want.

I have many people to assist/help
in care who may benefit from some
support and direction.

● Iris promotes family meetings/discussions to ensure everyone is
aware of your wishes for your healthcare.

● Iris records the conversation, so your family can listen to your
wishes in your voice

● Iris documents your wishes in writing

I have strong feelings FOR
extreme measures (I would like all
medical interventions available to

● Iris documents your wishes in writing as well as prepares any
healthcare representatives you have or want to elect.

● Iris helps you identify potential barriers for your end of life care
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me, including CPR, Breathing
Machines, Feeding Tubes, etc.)

and have conversations now to attempt to alleviate.

I have strong feelings AGAINST
extreme measures ((I would NOT
like medical interventions to me,
including CPR, Breathing
Machines, Feeding Tubes, etc.)

● Iris documents your wishes in writing as well as prepares any
healthcare representatives you have or want to elect.

● Iris helps you identify potential barriers for your end of life care
and have conversations now to attempt to alleviate.

I am relatively young or healthy. ● Work with Iris to name an MPOA to make decisions in the event of
an emergency or unexpected accident.

● Document your desired care in plain language

I have a trusting relationship with
my doctor.

● Highlight Iris’ relationship with their doctor
● Iris assists the doctor in knowing what you do and don’t want.
● Your doctor might not be the one treating you at point of

emergency care

I have a strong faith base. If God is
calling me home then it’s time.

● Can let your family/loved ones/doctors know your thoughts on
faith and how it ties into medical decision making

I have a million things going on
right now but this sounds like a
good idea.

● Iris can do this on your time, at your pace, within your schedule.
● We can also call back in 2 weeks to check back in if that’s better.
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