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VIDEO 5: ADVANCE NOTIFICATIONS 

Narration 
Hello and welcome to this video series on how to implement a mailed FIT outreach program! 

My name is Alison Brenner, and I am a faculty member at the UNC School of Medicine. I have 
done multiple projects using mailed FIT outreach in various healthcare settings. 

The previous video talked about how to use demographics to select a specific population for 
your program and how to include unestablished patients in your annual FIT testing 
program. 

This video is about Step 2 of 6 in the execution phase of your program workflow. It discusses 
how you can prepare FIT kit recipients with primer letters and increase your return rates of 
high-quality FIT samples. 
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VIDEO 5: ADVANCE NOTIFICATIONS 

Narration 
You can increase your return rates and average sample quality if you send patients primer 
letters that educate them about what to do. The primer letter can describe the benefits of 
screening and encourage them to update their medical records and watch for the arrival of 
their FIT kit. 

It’s helpful if some patients and team members review your primer letter for simplicity, tone, 
and content. Letters should use plain language to accommodate patients with low literacy 
levels. 

One best practice is to send out primer letters two weeks before sending out the FIT kits. Two 
weeks is usually long enough for letters to be returned because of invalid addresses or 
because patients wanted to ask questions or declined to participate in the program. Keep a 
record of the letters that are sent out and the responses you receive so that you can keep 
your EHR system up-to-date. 

Be sure to include a contact number for your clinic in your primer notifications. That way, 
patients can easily contact your clinic and ask questions or update their medical records. 

Primer notifications can be sent out using multiple communication channels, including 
letters, postcards, emails, and live or automated phone calls and text messages. Some clinics 
have also used fotonovelas - visual print narratives - that could be viewed on a cell phone. 
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VIDEO 5: ADVANCE NOTIFICATIONS 

Narration  
You can improve your return rates by including a return prompt message in both the primer 
letter and the FIT kit. A visible “Return by” prompt can help patients to overcome 
procrastination. 

Consider using a polite and specific deadline prompt such as “Please return within 7 days.” 

You can communicate deadline prompts to recipients in several ways. For example, you 
might display a prominent “Return by” message on the outside of the primer envelope. That 
way, recipients are more likely to see the exterior prompt - a first reminder - without opening 
the letter, and they are more likely to open the letter to see what is inside. 

You can also display a return prompt in a highly-visible location on the primer letter itself - a 
second reminder. This method gives patients a second impression of your reminder 
message, and the interior reminder message on the letter will still be visible if the patient 
discards the envelope. 
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VIDEO 5: ADVANCE NOTIFICATIONS 

Narration 
Matching your communication channels with your patient populations may improve your FIT 
sample return rates. For example, transient or low-income populations might not have stable 
home addresses but may respond well to text messages or phone calls. One study found that 
return rates increased by 30% above the baseline rate among patients who received a live 
phone call and by 15% among patients who received a text message. 

Live phone call conversations also enable you to: 

• Increase patient awareness and knowledge about the benefits of screening. 
• Answer questions that patients might have. 
• Update patient health records, especially for historical colonoscopy information. 
• Increase FIT kit completion rates. 
• And strengthen the caring relationship between patients and the clinic with personal 

interaction. 

Instead of using a primer letter, you can use live or automated phone calls or text messages. 
You might also include links to helpful videos in your text messages or use informative 
infographic messages that patients can view on their personal devices. 

Keep detailed records to ensure you contact all qualifying patients. 

 

 



 

6 
 

VIDEO 5: ADVANCE NOTIFICATIONS 

Narration 
Primer letters can be returned by the post office for a variety of reasons, such as for invalid or 
non- existent patient addresses. 

In such cases, you should update your EHR system to exclude bad addresses from future 
mailouts and try to contact the associated patients by phone or text message to update their 
information. 

It usually works well if a specific staff member is responsible for receiving returned letters and 
updating your EHR system. If your program design allows for it, perhaps the same person 
could try to contact the associated patients by phone or text message to update their 
information. 

Invalid phone numbers should also be noted and corrected in the EHR system. 
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VIDEO 5: ADVANCE NOTIFICATIONS 

Narration 
Consider creating a telephone team to handle incoming patient phone calls about your 
program. Patients can ask all kinds of questions about cancer screening, FIT kits, mailing 
procedures, abnormal results, follow-up colonoscopies, eligibility, and insurance coverage. 

You can prepare your phone team by: 

• Providing them with lists of patients who were sent primer emails. 
• Training them on how to answer patient questions. 
• Or training them on how to perform frequent EHR system actions. 

If you train your team well, patients will be happier, and your program will operate more 
smoothly. Here are four frequent reasons for incoming calls: 

• A patient requests a FIT kit. 
• A patient asks questions about the FIT kit, including why they were mailed a screening 

test. 
• A patient has a history of colorectal cancer screening, including colonoscopy. In this case, 

staff should record the screening history in the EHR system. 
• A patient is not eligible for a FIT kit due to a serious or terminal illness. In this case, staff 

should update the EHR system and exclude the patient from future mailings. 
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VIDEO 5: ADVANCE NOTIFICATIONS 

Narration 
In summary, primer notifications are letters, postcards, phone calls, or text messages that are 
delivered to patients before they receive a mailed FIT kit. The goal of primers is to increase the 
return rate and the quality of returned samples. Here is a list of best practices to help you 
reach that goal. 

FIT kit instructions can be sent out with the primer letter, with the FIT kit, or both. Some FIT 
kits have wordless instructions that contain only pictures and do not require patient literacy 
skills. 

If you pilot test your primer methods, you can identify the primers that work best for your 
patients and local context. Be sure to gather feedback about your primers from your patients, 
and include their feedback in the next process improvement cycle. 

It’s typically best for primers to be brief and written at suitable literacy levels. Consider 
including: 

• Recognizable branding information from the patient’s home clinic. 
• General information about colorectal cancer screening. 
• Information about out-of-pocket costs or that the test is free. 
• Instructions for completing the FIT kit. 
• A contact telephone number for patient questions. 
• And a suggested time frame for returning the sample. “Please return within 7 days.” 

Good primers are worth your time because they can significantly improve your return rates. 
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VIDEO 5: ADVANCE NOTIFICATIONS 

Narration  
Thank you for watching this video on how to use primers to improve your FIT sample return 
rates! 

This video was about how primer letters, postcards, phone calls, and text messages can 
prepare your FIT kit recipients and increase your sample return rates. It gave you some best 
practices for writing good primer letters and for training your phone team to handle 
incoming patient phone calls. 

The next video is about how to mail out FIT kits and how to include good FIT kit instructions to 
encourage patients to return high-quality samples to your program for lab processing. 

Resource Links Shown on the Slides in the Video 
Mailed FIT Implementation Guide 

https://chronicdisease.org/wp-content/uploads/2022/06/Mailed-FIT-Guide-Revised-2022.pdf 
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