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WebEx Quick Reference

• Mute and unmute 
on your phone or 
using *6 (no hold 
music please)

• Please use chat to 
“All Participants” 
for discussion & 
questions

• For technology 
issues only, please 
chat to “Host”
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Enter text for 
‘chatting’

Select ‘All Participants’

Raise your hand



Agenda
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Who’s on the Webinar?
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Please type your
NAME and WHERE

you’re calling from in the 
chat box



Test Box 1 Contents
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1. Writing an aim statement

2. Using the current state process map

3. Setting the scene for care planning

4. Scripting for patient-centred care

5. Shifting the conversation

6. Standardized charting for team-based care 



Coach Prep: What to expect



Writing an Aim Statement



What & Why?

Writing an aim statement:
• Clarifies the goal
• Fosters discussion
• Creates team alignment
• Visual reminder
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Aim statements

1. What you aim to change
2. By how much
3. By when

Example:
We will increase the number of annual care 
plans initiated for patients 75+ years old without 
a visit in the past year from 41% (23/56) to 84% 
(47/56) by October 31, 2018.

9



Chat in discussion

Has your team(s) set an aim yet?

How did it go?

How are they planning to use it? Is it visible?
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Resources

www.ihi.org



Discussion



Standardized Data Entry for 
Team-based Care



What & Why

Standardized data entry will enable the care team to:

• Know where to consistently find information

• Create population-wide reminders for care 
coming/over due

• Map data directly to the care planning template, 
thereby reducing duplicate data entry

• Take quality improvement measures



How to introduce to teams  

Discuss as a team areas where data entry is not yet 
standardized in the clinic.

Questions to consider asking your team:

Consider the population you have identified for PaCT.  Are 
you entering data in your EMR in a standardized way that 
will  enable you to take your improvement measures?  

Consider the information in the care planning template.  
Many of the fields will map to auto-populate the template.  
Are there data elements that are not yet standardized that 
may impact the ability to map? Or the quality of the data 
being mapped to the template?  



Resources

• General EMR Guide - “Guiding Principles for 
Effective Use of EMR for PMH Work”

• EMR-specific guides available on TOP Website 
this December – including PaCT-specific topics:
• QHR Accuro
• Telus Wolf
• Telus Med Access
• Microquest Healthquest

• EMR Videos on TOP website



Discussion



Using the Current State 
Process Map



Some Ways to Process Map

Observation – sit back and watch

Interview those involved in the 
process – include a patient

During a meeting with your improvement team –
remember to go back to observe and validate  
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Questions to get teams thinking…

1. Where are there opportunities to improve the 
care planning process?

2. Are there steps in the process that are not 
patient-centered (e.g. extra waiting, not setting 
the right expectations, sending the patient back 
for labs, not introducing team members)? 

3. Is there an opportunity to get a patient involved 
in designing or reviewing the process?
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Books a Books a 
care 

planning 
appt

Confirms 
patient 

demographic

Verifies 
patient 

attachment

Checks 
patient’s 
ht/wt

Rooms 
patient

Lab 
results 
current ?

Greets patient

Checks BPPerforms 
physical exam

Counsels 
patient re. 
health goals

Fills in care 
plan

Reviews care 
plan with 
patient

Makes 
referrals

Completes 
chart

Leaves with 
care plan copy

Signs care 
plan with 
patient

PatientPatient

ReceptionReception

MOAMOA

PhysicianPhysician
Example Care Planning Process: Current State

Gives patient 
lab req

Yes

No

Is there an opportunity 
to proactively identify 
and schedule patients?

Could this be done at 
the time of booking?

Could this be done 
in advance of the 
appointment?

Reviews lab 
results

Who else could 
do this?

Has this been completed 
within the last year?  Is 
it necessary?

Is there an opportunity 
to better prepare 
patients for care 
planning conversations?

Could the patient be booked 
to see other team members 
as well as physician for care 
planning?

Is there opportunity to build trust 
with the patient through 
conversation and asking what 
matters to him/her?

Could another team 
member be involved 
here?

Will other team members from the clinic or PCN be 
involved in the patient’s care?  If so, how can the patient 
introduce them in a way that shows confidence and trust?

Who will follow up with the patient to close the loop on referrals?  
Does the team have a plan to review progress made on care plan 
during subsequent visits (not just annually)?

Greets patient 
upon arrival



Chat-in & Discussion

Have you and your clinic team(s) 
created a process map of their current 

care planning process? 

What did their process maps reveal? 

22



Resources – www.topalbertadoctors.org
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Setting the Scene for Care 
Planning 
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• The physical environment
• The information received

26

My 
experience



Activity 1: Assess the physical environment
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Activity 1: physical environment

E.g., 
• Narrow chairs with armrests that might not be 

appropriate for all body types. 

• Patient seated across the desk and unable to 
see the EMR. 

• Scale is in a location that doesn’t offer privacy 
for patients.
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Activity 2: communicating about care planning

• What are the team’s key messages?
• Who needs to know them? 
• Scripting?
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Discussion



Resources – www.topalbertadoctors.org
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Scripting for Care Planning



Let’s Role Play

Option A:
Good morning Mrs. Brown.  This is Blue Meadow’s Clinic 
calling.  You are overdue for a complex care plan visit.  
We have an appointment for you on December 19th at 
2:00.
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Option B:

Good Morning, am I speaking with Mrs. Brown? (Yes) Hi, 
Mrs. Brown - this is ________ from Dr. Green’s office.  I‘m 
a Medical Office Assistant, and part of my role is to 
connect with patients over the phone on behalf of the 
doctors and team here at the clinic. Is this a good time for 
you to talk?



Introducing Scripting

• Review ‘elements to 
consider’

• Encourage practice with 
each other

• Patient rep??
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Resources

Sample script and 
elements provided in Test 
Box

HealthChange® Set the 
Scene and Explain Your 
Role (website)
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Discussion



Shifting the Conversation



What matters to you?
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• How and when to ask?
• How to document the answer?
• How to incorporate the 

information?



Discussion



Next Steps



Upcoming Dates

Meet with team(s) to deliver Test Box 1

Jan 25 – Share & Learn (Test Box 1)

Feb 1 – Coaches’ Prep (Test Box 2)
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Share & Learns - Reminder

Chat Questions

• What did you test?

• What did you learn?  (Adopt/Adapt/Abandon)

• What would you recommend for other teams?

Featured Teams

• Share your story
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topalbertadoctors.org/pact
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