Case Managing
Case managing is tailoring assistance to each individual’s needs until an employment result is achieved.  It involves a systematic approach to support cost-effective service delivery and the tracking of results.

Case managing refers to client follow-up that begins when the staff member and the client agree to implement an Action Plan.  The Action Plan outlines the steps to be taken by the client to find employment.

Case managing also involves tracking and, when necessary, ongoing client support including bridging between interventions and monitoring the provision of several services within the community.

Case managing is not counselling, a computer system nor an intervention.  It is systematic follow-up.

Case Management Activities

Case Management varies in intensity:

1.
The Tracking Case Management refers to a simple result-oriented process (solely electronic or involving a contact with the client) to document an employment result.  Tracking Case Management is for clients who are autonomous and who do not require systematic follow-up or support.  Control of results at Action Plan Closure or at 12-week follow-up may be all that is needed for the Case Manager to determine and record the client’s employment result.

2.
Other clients may require more intensive support and follow-up during Case Management.  To achieve employment results, the following is a step-by-step outline of the activities involved in the second type of Case Management.
Review client Action Plan
As documented:
· Review the need(s) identified
· Review the who, what, when, where, and how of the Action Plan
· Review the financial commitment (client & Department), when appropriate
· Ensure documentation is complete
· Identify any inconsistency or potential problems
Confirm commitment
· Validate client’s commitment to the Action Plan
· Establish Bring Forward (BF) dates
· Confirm WSDEB’s support of an Action Plan
· Confirm WSDEB and client’s commitment to financial agreement, when appropriate
Coordinate intervention activities

· Liaise with service provider(s)
· Confirm start/finish dates
· Ensure service standards are met
· Monitor client’s progress
· Report results to WSDEB
Follow-up on client’s  progress

· Support client (provide encouragement)
· Determine continued suitability of intervention(s)
· Identify and address any problems/concerns
· Recommend remedial action (if necessary)
· Document any changes 
· Verify needs/goals met (employment needs resolved)
Action Plan Closure

5.  
· 
· Confirm completion of Action Plan with client 
· Determine and input outcomes and results
· Report results to WSDEB refers to uploading frequency which is based on contract agreement
12 week follow-up

· If the client is not employed at the time of Action Plan Closure, a Post-Action Plan control will be done at 12 weeks by either the Third party or the WSDEB (based on contract agreement)
· The employment result determined and recorded at 12 weeks is one of the following:  not employed, employed, or self-employed

· Report results to WSDEB
Action Plan Management and Role of the Case Manager
Action Plan Management:
Managing Action Plans involves systematic client follow-up.  It is activated with the client’s commitment to an Action Plan and ends with the closure of the plan or with employment if the client finds work earlier than expected, i.e., prior to Action Plan Closure.  Case Managers are responsible for the implementation, closure and recording of results of the Action Plan.

Client follow-up is Case Management.  It is the core activity during the implementation of the Action Plan.  Efficient client follow-up increases the client’s chances of finding work earlier and thereby augmenting savings to the EI  Account.  Follow-up on the client’s progress throughout the Action Plan may vary from simple automated tracking to extensive personal support depending on the client’s need and service capacity.

The Case Manager has to plan and organize in order to make everything fall into place.  They deal with “who does what, when and how”.  This involves:  monitoring interventions, close collaboration between community partners, coordination and effective and ongoing liaison with various partners’ resources.  

Case Managers must take into account the Case Management principle of one Case Manager for one client and the recording of the outcomes in the InfoSys 5 system.  This means that a Case Manager has to be identified for each client as being the accountable person for client support, progress and results, even if services and interventions are shared between staff members and service providers.

Follow-up activities focus on client support and tracking of activities until the Action Plan is closed, that is, until all recorded and committed interventions are terminated.  The Case Manager helps clients move through the interventions, ensures personal support when necessary, re-assesses the plan and negotiates more suitable interventions with service providers, as required.  The Case Manager is responsible for documenting the client’s progress.

Role of the Case Manager
For every client under their responsibility, the Case Manager plays three main roles :

1. Support the client, initially by providing him/her with every employment service or personal support that the client may need and by helping to set up, and if necessary, re-evaluate his/her Action Plan. 

· The client always assumes most of the responsibility for the Action Plan's success.  The Case Manager is responsible for ensuring that the system is working at its best to help the client and that interventions are suited to the client's needs. The Case Manager works with the providers to ensure that things run smoothly, and records the outcome of each intervention listed in the Action Plan.

· For each intervention listed in the Action Plan, the Case Manager identifies the service delivery agent who offers the required support or service in the community.

2.  Ensure the delivery of appropriate interventions in partnership until the employment result is achieved.

· One of the most important role played by the Case Manager is coordinating tailored interventions with service providers, and following up with each client until they have found employment, or the Action Plan has been completed or officially abandoned. The client can receive assistance and advice from various service providers.  The Case Manager is the essential link between the client's needs and the people who are in a position to meet those needs.

· Given the number of partner organizations in the community who help people re-enter the labor force, it is crucial that each Third Party is doing the work that it is supposed to be doing and that the client is receiving the necessary assistance.  The key to effective participation is to establish a rapport with the client and good professional relations with service providers.  It is important to ensure the continuity and availability of interventions in a context of partnership with the community.

· If a staff member from a partner organization thinks that the clients are not really taking advantage of an intervention in which they said they would participate, or that they are not making the necessary effort, the Case Manager should be informed.

3. Ensure follow-up and/or tracking throughout the implementation of the Action Plan, by contacting the client when necessary, recording the result of each intervention, and by evaluating step-by-step the success achieved in applying the Action Plan.

· Follow-up can range from simple tracking of the entire implementation of the Action Plan, to more in-depth individualized assistance, including mentoring and advocacy (negotiating tailored interventions). For every intervention listed in the client's Action Plan, the Case Manager must be able to determine the outcome.  Did the client complete the program successfully?  Did the client take part in the support groups they wanted to join?  Did the client prepare a resume?

· The Case Manager cannot phone all the clients every week to monitor their progress, and are not expected to.  The frequency of following-up is determined with Third Party manager/supervisor.  It is important to follow the progress of each client to gather facts and evaluate successes or failures.

· The client and the Case Manager are the main sources of information for completing, updating the client's file and closing the Action Plan.

· Case Managers are responsible for determining and recording the result once Action Plans are closed.

· If at 12 weeks, the client is still not employed, a new case may be developed, with new need(s) identified and a new Action Plan.  
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