
 

 

Center to Advance Palliative Care, March 2018      1 

 

 
Guide to Creating Customizable CAPC Learning Pathways for Care Managers 

This guide provides suggestions for training your care management staff to work most effectively with the seriously-ill sub-
population.  We can create documents to distribute to staff based on the final curriculum decision.  

 

FUNDAMENTALS   

Online Courses  Description 

An In-Depth Look at Palliative Care and 

Its Services 

 

This course is an introduction to palliative care. Learn how palliative care impacts quality of life for seriously ill 

patients and their families, how and where palliative care is delivered, and why improving access to palliative 

care is an imperative. 

Comprehensive Pain Assessment This course highlights why pain management is so important, explains the elements of a comprehensive pain 

assessment, and highlights patterns to recognize to guide pain management decision-making that can be 

shared with treating providers. 

Advance Care Planning Conversations 

 

This course is designed to teach learners how to initiate and conduct effective conversations about advance 

care planning with the member/patient and family. 

Clarifying Goals of Care 

 

This course provides strategies for teasing out the member/patient goals of care and is designed to help 

professionals to communicate effectively with members/patients and family members about treatment decisions. 

Communicating with Treating Clinicians  This course provides an overview of the importance of collaboration between the clinical team at payer 

organizations with treating providers. Learners will gain a better understanding of appropriate ways and times to 

suggest referrals for palliative care. 

Supporting Materials Description 

Communication Phrases in Palliative 

Care 

A list of phrases to use when talking to members/patients and their families about prognosis, advance planning, 

quality of life and other vital conversations. 

Recommended Assessment Tools Tools for symptom assessment, functional limitations, caregiver burden, and screening for health-related social 

needs. 

The Human Connection of Palliative 

Care: 10 Steps for What to Say and Do 

In this video, Dr. Diane E. Meier, the director of Center to Advance Palliative Care (CAPC) discusses ten 

important steps for improving communication between clinicians and patients/families.   

 
 
 
 
 

https://central.capc.org/eco_player.php?id=20&cid=283&pid=283&token=7e52a7833997fe6c2971f5570dd4d520
https://central.capc.org/eco_player.php?id=20&cid=283&pid=283&token=7e52a7833997fe6c2971f5570dd4d520
https://central.capc.org/eco_player.php?id=114&cid=335&pid=17&token=67053605e5c22f35e674c3cef52bc3c3
https://central.capc.org/eco_player.php?id=301&cid=268&pid=34&token=d01bc7edf65c9efd5bf300f773271aea
https://central.capc.org/eco_player.php?id=90&cid=268&pid=34&token=d01bc7edf65c9efd5bf300f773271aea
https://central.capc.org/eco_player.php?id=361&cid=335&pid=335&token=25bae379c197c4a3c3328b7a5c1b2649
https://central.capc.org/le-media/content/media/documents/629_391_629_391_communication-phrases__2___3_.pdf
https://central.capc.org/le-media/content/media/documents/629_391_629_391_communication-phrases__2___3_.pdf
https://central.capc.org/eco_player.php?id=423
https://www.capc.org/providers/palliative-care-videos-podcasts/palliative-care-and-the-human-connection-ten-steps-for-what-to-say-and-do/
https://www.capc.org/providers/palliative-care-videos-podcasts/palliative-care-and-the-human-connection-ten-steps-for-what-to-say-and-do/
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ADDITIONAL RECOMMENDATIONS 

Online Courses Description 

Care Management for Seriously Ill 

Patients 

This course covers the basics of case management when working with members and patients with serious 

illness.  Reviews some basic approaches to telephonic case management, but from a serious illness 

perspective. 

Introduction to Palliative Care in the 

Community 

This course outlines how palliative care fits into community-based settings, including clinician offices and home-

based care. 

Supporting the Family Caregiver: The 

Burden of Serious Illness 

This course is designed to teach learners about the burden experienced by family caregivers and strategies for 

assessment and intervention. Relieving caregiver burden has significant impact on the quality and cost of the 

member/patient’s care. 

Conducting a Family Meeting Care Managers will learn skills in assessing family understanding, gaining permission to share news, 

acknowledging emotions, and identifying and articulating family values. 

Patient Factors that Influence 

Prescribing Decisions 

This course provides information from a care management perspective on strategies for integrating patient and 

family factors that influence prescribing decisions, which can then be communicated to treating providers. 

Supporting Materials Description 

Recommended Identification 

Resources 
Tools to proactively identify the population with serious illness in need of palliative care interventions.  Also 

included is the “Patient Engagement Toolkit,” providing practical information about making initial contact with 

patients and families. 

https://central.capc.org/eco_player.php?id=402&cid=335&pid=403&token=9ca517a076f88899fec41219cd298d2b
https://central.capc.org/eco_player.php?id=402&cid=335&pid=403&token=9ca517a076f88899fec41219cd298d2b
https://central.capc.org/eco_player.php?id=123&cid=283&pid=63&token=7e52a7833997fe6c2971f5570dd4d520
https://central.capc.org/eco_player.php?id=123&cid=283&pid=63&token=7e52a7833997fe6c2971f5570dd4d520
https://central.capc.org/eco_player.php?id=303&cid=283&pid=308&token=b5942db5968be9a9a1b991bf75d8e6ee
https://central.capc.org/eco_player.php?id=303&cid=283&pid=308&token=b5942db5968be9a9a1b991bf75d8e6ee
https://central.capc.org/eco_player.php?id=89&cid=335&pid=34&token=f9d10c3f9987cc2e5c2cdd44767b4f0c
https://central.capc.org/eco_player.php?id=109&cid=283&pid=17&token=f4c60145c044ae31aa7cfbd5d5db4215
https://central.capc.org/eco_player.php?id=109&cid=283&pid=17&token=f4c60145c044ae31aa7cfbd5d5db4215
https://central.capc.org/eco_player.php?id=415
https://central.capc.org/eco_player.php?id=415
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RELEVANT CONTENT 

Online Courses Description 

Symptom Management 

1. Nausea and Vomiting 

2. Dyspnea 

3. Constipation 

4. Anxiety 

5. Depression 

 

Care Managers will understand the symptom management needs of seriously-ill 

members/patients.  

Relief of Suffering Across the Disease Trajectory 

1. Dementia 

2. Chronic Obstructive Pulmonary Disease (COPD) 

3. Heart Failure 

 

A look at palliative care needs of patients based on specific illnesses: dementia, chronic 

obstructive pulmonary disease, and heart failure. 

Supporting Materials Description 

Engagement and Assessment for Health Plans and 

ACOs 
Best practices in patient/member engagement and assessment, including advice for 

supervisors, tips for getting started, case studies, and more. 

Palliative Care Guidelines and Order Sets (ICSI) Prepared by the Institute for Clinical Systems Improvement, this document provides a 

comprehensive approach to addressing the pain and symptoms of serious illness.  This can 

be helpful to guide conversations with treating providers. 

NHPCO Standards of Practice for Pediatric Care and 

Hospice 
An overview of the standards for high-quality palliative care for children. 

https://central.capc.org/eco_player.php?id=293&cid=335&pid=307&token=eb24904b41c1e24fd1af495815d1735d
https://central.capc.org/eco_player.php?id=294&cid=335&pid=307&token=eb24904b41c1e24fd1af495815d1735d
https://central.capc.org/eco_player.php?id=295&cid=335&pid=307&token=eb24904b41c1e24fd1af495815d1735d
https://central.capc.org/eco_player.php?id=297&cid=335&pid=307&token=eb24904b41c1e24fd1af495815d1735d
https://central.capc.org/eco_player.php?id=296&cid=335&pid=307&token=eb24904b41c1e24fd1af495815d1735d
https://central.capc.org/eco_player.php?id=299&cid=335&pid=386&token=201304e7d6004c762ad7c9a57682e8e4
https://central.capc.org/eco_player.php?id=300&cid=335&pid=386&token=201304e7d6004c762ad7c9a57682e8e4
https://central.capc.org/eco_player.php?id=298&cid=335&pid=386&token=201304e7d6004c762ad7c9a57682e8e4
https://central.capc.org/eco_player.php?id=416
https://central.capc.org/eco_player.php?id=416
https://www.stratishealth.org/documents/PalliativeCareorderset__ICSI.pdf
http://www.nhpco.org/sites/default/files/public/quality/Ped_Pall_Care%20_Standard.pdf.pdf
http://www.nhpco.org/sites/default/files/public/quality/Ped_Pall_Care%20_Standard.pdf.pdf

