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Key concepts, processes, and best practices for effective case handling

1. What Is Case Management?

Aspect Definition

A coordinated approach to assessing, planning, implementing, monitoring, and
Core Idea

evaluating services for individuals or groups with complex needs.

Achieve desired outcomes (e.g., health improvement, legal resolution, social
stability) while optimizing resources.

Goal

Used in health care, social services, legal aid, insurance, corrections, and

Scope _ . _
corporate client?service settings.

Clients, case managers, multidisciplinary team members, service providers,
funders, and regulators.

Stakeholders

2. The Case Management Process (5?Step Model)

1. Intake & Assessment

o Collect demographic, clinical, psychosocial, and environmental data.
o Use standardized tools (e.g., GAF, CAN, OASIS) to gauge severity and needs.
o ldentify strengths, barriers, and risk factors.

2. Planning

o Develop a Person?Centered Plan with measurable objectives.
o Prioritize interventions (short?term vs. long?term).
o Define roles, timelines, and required resources.

3. Implementation (Service Coordination)

o Link client to appropriate services (medical, housing, legal, financial).
o Arrange referrals, appointments, and transportation.
o Provide advocacy, education, and crisis intervention as needed.
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4. Monitoring & Evaluation

o Track progress against benchmarks (e.g., symptom reduction, employment status).

o Use case notes, outcome scales, and client feedback.

o Adjust the plan when goals are not met or circumstances change.

5. Closure & Follow?up

o Confirm that goals are achieved or that the client is stable for self?management.

o Document outcomes, lessons learned, and any pending actions.

o Offer periodic check?ins or transition to after?care services.

3. Core Competencies of Effective Case Managers

Competency Description

o Ability to interpret assessment data
Assessment & Clinical
and understand relevant
Knowledge ..
conditions.

o Clear, empathetic, and culturally
Communication o )
sensitive interaction.

o Knowledge of local, state, and
Resource Navigation i
federal service networks.

o Synchronizing multiple providers
Care Coordination _
and services.

Upholding privacy laws (HIPAA,
Ethics & Confidentiality GDPR) and professional

standards.
Problem Solving & Analyzing complex situations and
Decision?Making selecting appropriate actions.

Respect for diverse backgrounds
Cultural Competence ,
and beliefs.
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Typical Activities

Conduct biopsychosocial
assessments; recognize red flags.

Active listening; motivational
interviewing; written
documentation.

Maintain updated provider
directory; negotiate service
agreements.

Create shared care plans; hold
interdisciplinary meetings.

Secure data storage; obtain
informed consent.

Conduct root?cause analysis;
develop contingency plans.

Use interpreter services; adapt
interventions to cultural norms.
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Competency Description Typical Activities

Leveraging EMRs, case? . )
o Document in real?time; generate
Technology Utilization management software, and

outcome reports.
telehealth.

4. Models of Case Management

Model Key Features Typical Settings
Case manager links client to services but does Insurance, community
Brokerage . .
not provide direct care. outreach.
Clinical Direct provision of therapeutic interventions Mental health, chronic disease
inica
alongside coordination. programs.
Strength? ) )
Emphasizes client’s
Based
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