Common principles underpinning case management 
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a process is facilitated by the worker to work with the client
through empowering the client through a process of development
and change

sfocuses on the ‘whole’, broader context of the person and their
life

sclientis engaged and supported to be an active participant
throughout the case management process, in particular those
processes associated with planning and decision making

« tailored to the individual client and their needs as opposed to a
one size fits all approach

screating conditions that enable people to identify and mobilise
their strengths and capacities in the process of change

eincreases client access to resources and support as well as building
knowledge and skills to assist independence

* a coordinated appraoch that works in partnership and
cooperation with the client and other relevant agencies to
determine goals and implement services to achieve outcomes.

sadapts to fit with individual client needs and circumstances
through flexible, responsive and innovative ways through
intervention and support that is least intrusive in the life of the
individual or family.




Here are some examples of characteristics of quality practice:

Entry/screening

· Each person receives a timely response on initial contact with the service.

· Each client is informed about the entry and screening processes and decisions that are made.

· Each person who is not accepted as a client is informed about alternative services and wherever possible will be referred on to a service which meets his/her needs.

· Each client accepted is provided with clear and consistent information on services to be provided, and rights and responsibilities of service providers, workers and clients.

Assessment

· Each client is given the opportunity to actively participate in and be supported in an assessment process.

· Each client participates in a holistic assessment, focused upon client strengths, past successful achievements and present and possible future needs.

· Each child has his/her needs assessed.

· Each client’s assessment is enhanced by the involvement of external agencies as appropriate.

Planning

· Each client is given the opportunity to actively participate in and be supported in a planning process.

· Each client is provided with the opportunity to identify realistic immediate, short-term and long-term goals and action plans.

· Each child has an individual support plan.

Direct service

· In critical situations, including violence, all efforts will be made to ensure client safety and the safety of others.

· Each client is provided with the least intrusive appropriate support to achieve his/her individual case plan.

· Each client receives flexible service provision based on the changing needs, circumstances and wishes of the client, according to available resources and service scope.

· Each client receives relevant information regarding needs and options.

Co-ordination

· Each client’s interests will be served by the involvement of external agencies as appropriate.

· Each client receives co-ordinated service based on the case-plan / agreed goals.

Monitoring and review

· Each client is provided with opportunities for ongoing assessment and reassessment of their needs.

· Each client participates in monitoring and review of their case plan and direct service activities.

· Each client is actively encouraged to provide feedback to the service throughout the support period.

Exit planning, case closure and follow-up

· Each client is offered the opportunity to participate in exit planning.

· Each client has a plan for case closure which maintains achievements and assists her/him to continue these achievements in the future.

· Each client has the opportunity to participate in assessment of need for a follow-up strategy.

Evaluation

· Each client has the opportunity for, and is supported to take part in evaluation of the services provided.

Record Keeping

· Each agency has clearly documented policies and procedures.

· Each client’s rights are upheld in relation to record keeping.

(NSW Department of Community Services: NGO Training Program, Introduction to Case Management, 2006)

