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Introduction

The Case Management Guidelines for Counselors and Women Development Officers At the State
Ministry of Women and Child Development is the product of a collaborative effort between the State
Ministry of Women and Child Development and The Asia Foundation (TAF) with financial support
from USAID through the Social Cohesion and Reconciliation Activity implemented in partnership with
Global Communities and The Asia Foundation under award 720-383-18-CA-00003. The document
was drafted based on a need identified by the Ministry and received technical support from TAF. This
document was compiled following a consultative process with Counselling Officers (CO) and Women
Development Officers (WDO) from the Gampaha and Rathnapura districts. Authored by Ms. Roshan
Dhammapala, in consultation with the Counselors, WDOs, and reviewed by the Ministry and TAF,
the document details what constitutes case management, how it can be done, including processes
of assessment, referral, and supervision for case managers. It is a first of its kind for the Ministry and
can be used to further the work carried out in multidisciplinary teams.

Composition of the Technical Committee:

Champa Upasena - Director Women’s Bureau

Himadari Nandasena - Assistant Director Women'’s Bureau

Roshan Dhammapala - Consultant

Thilini Kusumkumari - Counseling Officer - Rathnapura

Dinusha Attanayake - Women Development Officer - Gampaha District Secretariat
Chandrika Damayanthi - Women Development Officer - Rathnapura District Secretariat
Thilani Jayasekara - Counseling Assistant - Gampaha Divisional Secretariat

E.A.P Chathurika - Development Officer - Women'’s Bureau

Mihiri Ferdinando - Program Director - The Asia Foundation



Message from the Country Representative of
The Asia Foundation

The Asia Foundation has been investing in efforts to enable a psychosocial approach to development
work in Sri Lanka for many years. The Foundation’s Mental Health and Psychosocial Support (MHPSS)
team has worked across multiple settings to bring forth a myriad of initiatives to systematically conduct
research and enhance the existing MHPSS knowledge base in Sri Lanka, to upskill psychosocial workers
and counselors, and to facilitate long standing dialogue and partnerships between government and
non-government stakeholders.

The COVID-19 pandemic has exacerbated many existing issues and heightened vulnerabilities placed
on certain groups of people, especially women and children. The State Ministry of Women and Child
Development, Pre-School & Primary Education, School Infrastructure & Education Service (SMWCD)
have been sensitive to the increase of domestic and gender-based violence cases during this period.
The Ministry has particularly felt the need to provide holistic support and requested the Foundation
to formalize a system of case management for SMWCD cadre as well as for other cadre who form
multidisciplinary teams. The Foundation’s interest in upskilling cadres and in building systems and
structures for MHPSS has become especially important and significant within this context. These
Case Management Guidelines were compiled based on the experience of Counseling Officers (COs),
Counseling Assistants (CAs) and Women Development Officers (WDOs) to bring together different
systems, to work together, and better support the needs of those who seek help.

The Asia Foundation is pleased to support the compilation of this Case Management Guidelines
document as a step toward institutionalizing multidisciplinary engagement for care provision and
strengthening systems and structures for MHPSS.

Dinesha deSilva Wikramanayake

Country Representative



Message from the Director:
Women’s Bureau of Sri Lanka

It is my pleasure to submit this brief message on behalf of the Women’s Bureau of Sri Lanka, for the
publication of the Case Management Guidelines document for Women Development Officers and
Counselling Officers attached to the State Ministry of Women and Child Development, Pre-School
& Primary Education, School Infrastructure & Education Service. The Women’s Bureau of Sri Lanka,
comes under the State Ministry of Women and Child Development, Pre-School & Primary Education,
School Infrastructure & Education Service.

A long-standing collaboration with The Asia Foundation has led to understanding the need for
standardized processes for case managers through multiple mapping studies (TAF, 2015, 2018). This
document has been compiled to support the Women Development Officers (WDOs), Counselling
Officers (COs) and Counselling Assistants (CAs) work together to support the needs of women who
seek their services and support. These guidelines elaborate on the principles of case management,
the role of a case manager, and sets up a process for risk and needs assessment, referral and case
closure.

We are hopeful that this document will be useful to a varied group of cadre who engage in the
helping profession.

Champa Upasana

Director Women’s Bureau of Sri Lanka
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CASE MANAGEMENT GUIDELINES
FOR COUNSELING OFFICERS AND CONSELING ASSISTANTS AND
WOMEN DEVELOPMENT OFFICERS OF THE
STATE MINISTRY OF WOMEN AND CHILD DEVELOPMENT






Defining Case Management

According tothe Mapping study conducted in 2015 on the capacity and work experience of Counseling
Assistants attached to the Ministry of Child Development and Women’s Affairs, clients sought help
from counseling assistants for a range of problems.

s
%

Source: Mapping study on the capacity and work experience of Counseling Assistants attached to the Ministry of Child
Development and Women'’s Affairs, (2015, p.26)

. Marital & family problems

. Educational problems

M other

. MH disorders & psychological problems

. Problems related to romantic/sexual relationship
(non-marital)

. Economic/job-related problems
. Alcohol & substance abuse

. Domestic violence/GBV

. Child behavioural problems

. Suicide attempts

. Anger management

Child abuse & neglect

Most presenting problems will have more than one contributing factor. The Counseling Assistant
(CA) or Women'’s Development Officer (WDO), with whom the client initially makes contact, will
assess the client’s needs and refer them to other relevant service providers if required (e.g.: medical,
protection, socio-economic, family wellbeing, social relationships, law enforcement, legal and
residential care institutions, etc.) while continuing to offer counseling and psychosocial support to
the client.

When is Case Management Necessary?

However, some problems can be complex and pose a serious risk to the client’s safety and wellbeing.
A referral alone may be insufficient to ensure that the client’s risk will be understood and dealt
with promptly. Therefore, a Counseling Officer, Counseling Assistant or WDO needs to distinguish
between and determine when a referral is sufficient and when case management is required.

When the following risk factors are present in a presenting problem, case management is
recommended:

- The presenting problem involves multiple issues which cannot be addressed by the service
provider they first contacted, or by the normal referral process.

- The presenting problem places the client in danger of harm, abuse, or exploitation.



- Theinput and coordination of several support services become essential to guide intervention.

- The client may not know how to identify and access other relevant support services even if
they are advised to do so.

- Theclientis unable to navigate and inform multiple services of the advice and recommendations
given to them by their other support services. Some of these recommendations might conflict
or be duplicated, which may increase stress, confusion, and cost to the client.

- The client does not wish to repeat all the details of their problem to many people, as it may
increase their distress and reluctance to access other services.

- The client is unsure about what information they should share with different services.
Commonly, clients tend to leave out important pieces of information because they do not
consider it to be relevant or connected with a particular specialist service. E.g.: a woman
might not tell a doctor that her family has had no contact with her after she eloped with her
husband who has now become aggressive towards her. She has no one to turn to and feels the
only solution is to end her life. She might, instead, report to the doctor her frequent headaches
and lifeless feelings in her body because that is what she thinks the doctor deals with.

- Ifthe sequence of receiving different types of supportisimportant and needs to be coordinated.
For example, treatment for depression is not beneficial if there is no plan to also offer relief from
its cause or prevent the problem from reoccurring (e.g.: debt, inter-personal conflict, safety
from violence).

- Clients may lose hope/faith in support interventions/services and drop out, as they do not
resolve their problems, thereby increasing their risk levels.

- Case Management may be especially important and necessary when supporting clients
accessing Safe Home/ Shelter facilities due to their complex needs, risk factors, and the client’s
inability to access other supports.

a) Purpose

Case management can therefore be called ‘support coordination’* where one officer is designated
as a coordinator or be the focal point of contact who will work closely with the client to identify
the components of the problem. The case manager will then connect the client with the relevant
services, specific to the problem, and work together with these service providers (also referred to
as ‘case workers’) to develop a support plan which is centered around the client’s key needs, risks,
goals and best interests.

b) Objectives

Case management can significantly improve the effectiveness of support outcomes through the
following objectives:

- Conducting a comprehensive needs/risk assessment to understand the nature and extent of a
client’s problem and support needs

- Assist the client to resolve their problem more effectively by sourcing and enabling access to
other relevant support services through referral

4 Lukersmith, S., Millington, M. and Salvador-Carulla, L., 2016. What is Case Management? A Scoping and Mapping Review. International Journal
of Integrated Care, 16(4), p.2. DOI: http://doi.org/10.5334/ijic.2477



- Collaboratively plan and sequence appropriate support for the client together with other key
support service providers to enable a coordinated and coherent support response

- Involve the client in planning their support
- Follow up and evaluate outcomes together with other support providers

- Support providers gain a holistic perspective of the client’s problem and their progress, rather
than a restricted perspective related to their specialty area.

- Improving continuity of support (i.e., sustaining the quality of care and support over time)

- Reduced risk of clients falling through the gap/dropping out.
Role and Functions of the Case Manager

The case manager’s role is an official, designated position, and the officer who undertakes the
role follows an institutional protocol in coordinating support. Case managers are usually one of the
support providers of the client and therefore will also perform their subject-specific role.

The case manager’s responsibilities will include

a) Conducting an initial and ongoing assessment, which could include the following areas:

- Safety/shelter

Safety/
- Food Shelter/
— Finances

- Health/ medical/ mental health

- Counseling / psychosocial

- Legal assistance Legal Case Child
assistance macr;iaeietr * protection

- Housing and accommodation
- Education

- Income generation pathways /job skills

Financial

support /
advice

Health/
medical

- Child protection

Counselling /
psycho-social

- Community rehabilitation
b) Referral and linking clients with appropriate support services based on assessment

¢) Understanding the ethical boundaries and good practice in the sharing of information while
protecting the client’s dignity and ensuring their safety

d) Convening timely case conferences with key support services to plan supportin line with priority
needs

e) Maintaining focus on the client’s best interests during support planning

f)  Advocacy on behalf of the client (e.g.: to gain access to a support, to represent their best
interests)



g)
h)

j)

k)

Developing support plans and documenting progress
Recording minutes of Case Management meetings and maintaining a case file for the client

Initiating and coordinating follow-up and review of progress with support services with the
involvement of the client

Determining termination of services in consultation with the client and other support providers
(these can take place as there is sustained progress in specific areas of need)

Equip the client to resolve their problem situation

Remain an accessible focus point between the client and their support services even after a
case is closed

Example of what case management looks like

Referral &
I:take L Facilitation of
ssessment support
- Mapping - Intake & - Connect clients - Convening - Convening - Recogize
available assessment to relevant case conference follow up changes and
supports and support services meetings improvements
resources in systematically between
local area based on needs relevant/ key -Consolidate
- Risk assessment - Represent the support services new skills and
Assessment client's best coping
interests in line
- Establishing with ethical
good - Assist with practice -Review client
relationships / - Prioritize transitions progress and -Support client
network support needs and sharing make changes autonomy
of relevant to support
information -Actasa accordingly
coordinator
between - Inform of
support services pathways to

access support
in the future

The Role of a Case Worker®

A case worker is an officer who delivers subject-specific services (CO, CA, WDO, CRPO etc.)

A case worker often identifies and refers a client for case management if they present with
complex needs.

A case worker will be assigned specific tasks that are identified in the care plan and will assist
the case manager in meeting the support goals for a client.

A client can have several case workers assigned to deliver specific types of support identified in
the support/care plan, such as health, education, housing and livelihood support, protection,
and other social services, etc.

Case workers should be engaged in the case management process from the beginning to the
closure stage (or until their component of support is completed) and should attend all case
management meetings and conferences.

Adapted from NATIONAL CASE MANAGEMENT GUIDELINES FOR PREVENTION OF ALL FORMS OF VIOLENCE AGAINST CHILDREN OF SRI LANKA
Department of Probation and Child Care Services, Ministry of Women and Child Affairs 2018, p.72 -73)



Coordinating Role of the Case Manager

A case manager will be a Counseling Officer, Counseling Assistant, or Women Development Officer.
Their responsibilities will be added to their job description by the Ministry of Women and Child
Development and endorsed by the District/ Secretary when they assume their role. They will have
the following coordinating duties:

- Contact key service providers from within government, non-government or private institutions
which provide relevant support.

- When making a referral to a service, requests should be addressed to the supervisor or head of
the relevant services, who will then assign a case worker from their agency.

- Referral letters will need to be sent through the Divisional Secretary’s office/ endorsement.
Case Management Steps & Process

The following section outlines the key components in the case management process.

Assessment (Identifying needs)

The key objectives for assessing the client and their support system are:
e To identify the client's key problems and individual needs
e To determine the expected support needs and target outcomes
e To identify and minimize risks

e To develop a case management plan that addresses these problems and needs, to identify
relevant support

Ideally, the information can be gathered through direct contact with the client (via face-to-face or
phone interactions), the client's support system, and in collaboration with other case workers and
specialist services who have been involved in supporting the client, or once they have been assigned.

The case manager must obtain the client’s consent before contacting their support network and
other support providers. If the client is a minor, the case manager must inform the child of the
need to contact an adult or guardian they consider to be safe but allow the child to nominate their
preferred person if they are at risk of danger. Seeking consent enables the client to trust the case
management process and engage positively with other support services.

Assessment of Client Needs

Once a client is identified for case management, with the approval of the District / Divisional
Secretary, the case manager must meet with the client to conduct an initial assessment of their
needs. Counseling Officers and Counseling Assistants can use and attach the Client Data Form as
part of their initial assessment; however, it is important to complete a broader assessment of the
following domains as a case manager. This involves information about a client's overall situation.
The information gathered about the client and their support system can include:

1. Personal and family history and demographics

- Age, gender, civil status, ethnicity, preferred language, number of dependents, key events
in childhood, personal, family history, birth certificate, National Identity Card (NIC).



2. Physical health

Health problems which currently affect daily functioning
Presence of any physical disabilities requiring support (diagnosed/ undiagnosed)

Health problems or health conditions/ pregnancy which currently affect a key family
member or dependent to whom the client is a carer/ caregiver

3. Mental health

Presence of any mental health or behavioral problems, including substance misuse/
dependence requiring support (diagnosed/ undiagnosed)

Experiences of abuse or exploitation
Presence of intellectual disabilities requiring support (diagnosed/ undiagnosed)

Mental health problems or intellectual disabilities which currently affect a family member
or dependent to whom the client is a carer/ caregiver

4. Accessibility to services based on their demographic location

Grama Niladhari (GN) division
Closest hospital, clinic, DS division for this location
Current mode of transport

Client’s capacity for independent mobility (walking/traveling by public / private transport,
finding their way to places on their own)

5. Socioeconomic and income status

Current income generation methods

Is income sufficient to cover the daily needs for client and their dependents?
Existing loans and repayment status

Previous employment and existing income generation skills

Hopes/plans for income generation

6. Education and literacy

Education and learning-related problems
Access to educational support
Highest education or vocational qualification

Literacy skills and ability to function independently/ navigate administrative protocol in
employment / seeking help

Capacity to understand and explain own problems and their contributing factors

7. Living arrangement, accommodation, and safety

With whom does the client currently live?

Home /property ownership status

Other occupants at their home/ accommodation

Safety/stability of living arrangement

Has the client previously accessed a shelter/ safe home through any institution?

8. Social network and support system

Current supportive relationships
Current supports from formal institution



- Previously accessed supports/ services
- Community participation/ affiliations (social, religious, vocational)

9. Legal issues

10.

11.

12,

13.

- Ongoing court or litigation

- Arrests or trouble with the law

- Has a police statement/ entry has been lodged regarding current danger/ threat
- Lack of support to access legal advice and representation

Readiness for change, engagement with support
- Client’s openness / willingness to receive support

- Client’s readiness to work on problems with support (note this will inform support services
on how to approach and engage with the client as well as prioritizing referrals)

Life skills and competencies

- Decision making, problem solving,

- Interpersonal relationship skills, empathy and self-awareness

- Cope with stress and emotions, self-care, and manage personal safety
- Independent living skills, money management

Any other issues
Specify
Summary of specific supports requested

A summary of the key support needs can be listed here and the client’s specific requests and
preferences in line with these needs should be noted (where it has been stated)

Risk Assessment

Case managers can identify risks faced by the client based on the information gathered in the initial
assessment and ongoing reviews, along with the client’s coping skills and strategies. The case
manager must prioritize referrals which include moderate or high (status) and communicate these
in the referral to the relevant service provider.

Where there is an immediate risk to the client’s safety, the case manager will need to develop a list
of crisis-support case managers and services who will prioritize such referrals.

No (X)

Risk Yes (v)

1. Vulnerability factors related to age, gender, ethnicity, number of dependents,
life events, absence of essential identification documents

2. Presence of physical health conditions which interfere with daily functioning,
self-care and /or income generation / or for which client is a caregiver

3. Presence of mental health and behavioral problems including substance abuse,
trauma, abuse; or for which client is a caregiver

4. Indicator of self-harm, suicide or harm to others

5. Barriers to accessing support (mobility, remote location, lack of safety,

literacy)




Socioeconomic / Unemployment/ debt-related problems

Education / literacy-related problems / early school dropout

6

7

8. Risk of homelessness or unsafe living arrangement

9. Social isolation /disconnection and limited social support

10. Ongoing legal proceedings or in trouble with the law

11. Willingness to engage with support

12. Life skills and competencies

13. Any other issues (describe)

Referral and Connection to Services (building the support team)

Once an initial Need and Risk Assessment has been completed by the case manager, he /she will
connect the client to key support services through referral and facilitation, following the appropriate
protocols indicated under the section ‘Coordinating Role of the Case Manager’ in this document. A
case conference is not always necessary; usually, a case worker can work directly with the client and
their family (where necessary) to address the challenges and make referrals to other services when
required, which should be coordinated by the case manager.

A case manager will need to find out about available support services in their local area and be able
to source the closest support option for their client, based on their location. A strong professional
network is an essential resource for all case managers. Referrals can be made in writing or over
the phone. However, it is important that the referral process enables the client to access the
necessary support and know where/with whom their relevant client history is shared in the referral
process.

Collaborating Intervention Planning and Convening a Case Conference

Collaborative intervention planning involves all key support service providers coming together to
identify how they can coordinate and tailor their support to address the identified risk, needs and
vulnerabilities of the client. The benefit of doing this together, rather than each service working
independently with the client, is that it reduces the burden on the client, reduces the duplication of
services and resources, and improves the effectiveness of an intervention.

Case Conference can be convened to :

1. Bring the inter-disciplinary support team together to discuss a block or challenge in providing
support and to agree on support strategies

2. Share the identified issues based on the Needs Assessment by the case manager and identify
areas for further assessment where specialist support is required.

3. To highlight risks to client (based on Risk Assessment) and expedite protection

4. To develop a collaborative and holistic support plan and allocate responsibilities to specific
services/ case workers

5. To share periodic/ timely progress updates with the support team and review the care plan
based on the client’s progress

6. To decide when services / supports can be discontinued

10



The case manager must determine who will be invited to the conference. These persons are ideally
case workers who are assigned to the client, or their representative service managers, the client and
their nominated next of kin, where appropriate.

The client and their family may join at a designated time slot in the case conference, and they would
be invited to share their input, progress updates, and concerns. Itis good practice to plan supportin
collaboration with a client. This could help them to understand their own role and responsibility, in
partnership with support services, to resolve or recover from their problem situation.

The case manager must prepare a simple agenda for the meeting and send out the invitations giving
sufficient notice for invitees to participate. A case conference must be conducted in a space where
confidentiality and privacy can be protected. The case manager will need to make an effort to
choose an environment which is suitable to maintain the client’s privacy and dignity.

The meeting must be chaired either by the case manager, or they can nominate a senior or
experienced key service provider to chair the meeting. The case manager must also take minutes
of the meeting (or nominate a suitable officer who is part of the support team to do so). Minutes
should be circulated within 14 days of the meeting. The minutes are an important record of agreed
actions and decisions regarding service planning and service-related problem solving.

Confidentiality at Case Conferences

All persons attending the Case Conference must respect the dignity and confidentiality of the client’s
personal information. Where a client is at risk due to violence or other impending risks, their
location must be omitted from any documentation which is circulated as case conference notes.

Service provider (case workers) who are directly involved in supporting the client must share
assessment information with honesty and transparency, and any minutes taken should be shared
and stored responsibly. It may be appropriate to use only a client number or code on circulated
documentation and minutes and omit their names, location, or any other details that make them
personally identifiable.

If each case worker chooses to hold back the information shared with them, believing it belongs only
between them and their client, it may slow down or interrupt the support team’s understanding of
the client. Helpful information is not the same as sharing all the details which the client shared, for
example an experience of sexual violence at the hands of a family member. What is important is
to capture the themes of the issues they have. E.g.: “Has experienced sexual violence perpetrated
by father/ husband/ brother /....., and continues to remain at risk if they return home.” may be
sufficient. As a good practice measure, the client can be informed of case management meetings
and also be allowed to input concerns into the agenda and be aware of what themes might be
discussed.

Consensus and Disagreement in Case Conferences

At the end of a Case Conference, consensus refers to the decision to which the majority of service
providers agree. This means that ALL involved service providers must abide by the agreed plan.

If a case worker or professional believes a decision reached at the case conference places a client
at (further) risk of significant harm, s/he should seek advice from her/his supervisor or manager. If
professional disagreements remain unresolved, the matter must be referred to the heads of service
for each organization involved. These disagreements might also highlight a need for review in policy
and practice and should also be brought to the attention of Service Directors.
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Implementing Case Management for Clients in Shelters and Similar Institutions

Clients temporarily accommodated in shelters or safe homes might not be able to access other
supports directly. In such instances, the CA, CO or WDO who might also be the service provider in
the shelter must assume the role of the case manager. They will conduct an initial needs assessment
and initiate a case conference in which they invite relevant services, according to the identified
needs of the client.

Case conferencing can be organized at the District Secretariat Office/ Divisional Secretariate Office
closest to the shelter. Case management is needed especially when the client leaves the shelter and
needs to be connected with services within her home or new location. In such a situation, the case
manager must identify a suitable officer in the new location who can take over case management
or take up the role of a case worker for the client. It is important to share the client’s care plan and
relevant client history to the new case worker / case manager when a client moves to a new location.

The case manager mustincorporate the relevantinputs of other service providers to guide the support
which is offered within the shelter and schedule monthly case conferences until the immediate risks
are managed. At follow-up meetings, the case manager will update on the progress and outcomes
of recommendations and seek input on the way forward.

The Ministry of Women and Child Development will decide how the client in a shelter / safe home
can be supported to access other essential services in the event of a critical risk or need.

Developing a Support/Care Plan

A collaborative support plan is a coordination tool to bring together an interdisciplinary team, who in
turn can maintain their own service plans and records concerning their subject/ specialist area. Itis
recommended that clients are not burdened by dealing with multiple meetings and documentation,
and so it is best to maintain one document which covers the overall support for the client.

The following is a suggested format for a support plan for community-based support. These domains
can be modified to suit the services provided. The support plan should be developed and reviewed
collectively with other case workers and key support providers present, and case conferences could
be used for this purpose.

Date Developed:

Client Number:

Case Manager:

Case workers and services represented:

Specialist services and agencies represented:

12



1. Personal and family demographics (Vulnerability factors related to age, gender, ethnicity, number
of dependents, life events, absence of essential identification documents)

Needs, Vulnerabilities Type of support required Client goal for this domain Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes

2. Physical health

Needs, Vulnerabilities Type of support required Client goal for this domain Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes
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3. Mental health

Needs, Vulnerabilities

Type of support required

Client goal for this domain

Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes

4. Accessibility to services based on their demographic location

Needs, Vulnerabilities

Type of support required

Client goal for this domain

Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes
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5. Socioeconomic and income status

Needs, Vulnerabilities

Type of support required

Client goal for this domain

Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes

6. Education level and capacity to represent themselves to services

Needs, Vulnerabilities

Type of support required

Client goal for this domain

Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes
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7. Living arrangement, accommodation, and safety

Needs, Vulnerabilities

Type of support required

Client goal for this domain

Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes

8. Social network and support system

Needs, Vulnerabilities

Type of support required

Client goal for this domain

Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes
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9. Legal issues

Needs, Vulnerabilities

Type of support required

Client goal for this domain

Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes

10. Any other issues

Needs, Vulnerabilities

Type of support required

Client goal for this domain

Referral / Responsible person
Action/Support to be offered

Risks:

Progress and outcomes
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Follow up on progress and outcomes at next review

A follow up is usually conducted within 3 months of the last meeting. Where there is risk, however,
a frequency can be decided by the key support services involved managing risk these actions can be
updated to the support team by the case manager.

During a follow up, each case worker presents the steps and actions taken and their outcomes and
reported progress of the client in this domain. A decision or recommendation can also be made
about the level of support required, and adjustments can be made as the client gains skills, or their
problems begin to resolve.

Case closure

A case can be closed or handed over to a case worker to continue support when risk is no longer
present, and the complexity of the problem resolves. For example, it can be assumed that case
management is no longer required when a single parent who previously struggled to support 3
children, finds employment and also escapes an abusive spouse, finds shelter, and from there,
acquires skills to secure an income and move to a safe accommodation. The children gain entry to
a school and a legal order protects them from the abusive parent who begins to pay maintenance
support.

Case conferences and Follow Up reviews can be used to determine risk levels, changes in support
needs, and eventually, increased autonomy of the client. At this point, it is recommended that the
case is closed and the client is informed of a pathway to access support in the future if it is required.

Technical Guidance for Case Managers

Case managers may sometimes be unsure of whom to include in a case conference or which type
of assessment or support could be most beneficial to the client as they explore many domains of
support. Therefore, it is advised that case managers identify suitable expertise from experienced
practitioners in any of the following specialty areas to help them reflect on their work and assist
them if they are uncertain/confused.

1. Mental Health: Consultant psychiatrist or Senior Registrar in Psychiatry or Medical Officer of
Mental Health who is supportive of community-based care, psychologist

Psychosocial Services
Trafficking Related Support
Employment and Economic

Child Protection Services

S

Children, Special Needs and Disability
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MBWITETOUSHST  cLpevld BCFemeupBTIQHEHHE &GFMD B)e0ene0 61yl  LfbHmTHBLILBSH MBS, Ten1Ceou
Cremeupmgsbamar @l HOWTHSH UBHTMa! 2 GTNLESHU QH DheUeTHamd LITTOFILS FBhHHSHI.

gepd  SlgliuenLuleomenr  oupraiBster  ugmofiiy S sFBaTer  LfbaHmIbaiulL  6IlgeILd
Leireubomml. eUpmISLILL L CFemeus@hdh@ gBbLU @b H6NmIGmeT  LOmBHBILMLOESH60TLD.  SHeueiLiL
FHLLD o (HheuTdsIUL(h BB FbUa DIe0e0d allul Siuied HTHeoTenTEeT BHID (sl
LHTE| QUPBIGHTHEHL T Fnl LTd HILTUIR] GFuiiine CeuswiBd oBE@ID FbLa 96060 I LUl
SUIe|  SIIEHG ObhF CHTEEHHMBHTE LWTLBSHSLILIL GUTLD.

® (HUTHSUIULL FHeH:
BremoubTly  6T6wI:
FIbLa 9I6V6VGI T U SHUIR|  (LPSHTEMLDWITENT:
UrHHHILGSSIUGD FbUel Slevevdl ol Siu1e] OFHmifleoreniseT wBmID CFemeusern :

MradpHUILGSSILGL Bl CFeneauseT LOBEBID (LPSHEUTHHIBHENT:
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1. seflulL ol GHWU WEBMOBTMS (AL, LTeVID, @\6TD, FTihHelioHeie clevwTemnddams,
QUTDSHMS [HBLD6YH6T, DISHHWITEUFIL SHIHLITENT DLAINIEISET B)60e0THH GGHTLTLTeT LTSI

BITIT 6U0T B 61T )

BCameusen, LTFLILS6T

Cameuwimanr SLHT6 NS

Obs smsADSTA CFMOUBTIY
[ORM:LC:

ufibgieny / Qumrgiisien BUT

BLORE®S | S4BT6Y
oupmisiLL Couemi(hd

SILITWIBISENT:

WpaTGamHmLd LoHDILD
P1g6ys6iT

2. 2 160 [H6VLD

BCameusen, LTFLILS6T

Camaumer QuFTe| QNS

Obs smMsANsETA CFMOUBTIY
[T

ufibgieny / Qumrgiisien BHUT

BLOREDS | SyBT6
oupmisiLL Ceouemi(hd

SILITWIBISENT:

WpeTGamHLd LOHDILD
pigeyaB6IT
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PIg6ys6iT

4. L&HNMOBSTNS GHUILSHT SiglienLuled
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BLOREDS | S4BT6
aupmisiLL Ceouemi(hd
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WG Ld LOHDILD
pigeyaB6IT
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5. Fepd QUTHEMTSTY LOHEID CUIHLOTET [HleN6v
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Cameuwimanr SLHT6 GUMNS
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BLOREDS | SyBT6
oupmisiLL Ceouemi(hd

SILITWIBIS6ENT:

WpaTGamHLD LoHDILD
PIg6ys6iT

6. &evall [Hlemev LOHMILD

Bremeud@ Fmisemen LI

TEBHSSIUILGSSID SHmest
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oupmisiLL Couemi(hd

SILITWIBISENT:

WG Ld LOHDILD
pigeyaB6IT
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7. umpsma goUT®H, SEIGILLD OHDID LTSS

BCameusen, LTFLILS6T

Cameuwimanr SuHT6 MBS

Obs smMsADSTA CFMOUBTIY
[T

ufibgieny / Qumrgiisiien BUT

BLORE®S | SyBT6
oupmisiLL Ceouemi(hd

SILITWIBIS6ENT:

WpaTGamHLD LoHDILD
PIg6ys6iT

8. Fpsd 6UM6VLILIGIT6II60

LOHDILD DpBT6Y DiHLOLIL
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9. FLL HHBHEVHEIT

BCameusen, LTFLILS6T

Cameuwimanr SLHT6 GUMNS
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ufibgieny / Qumrgiisiien BUT
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SILITWIBIS6ENT:
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Si(BHS wHiuruielsd WPaICamo wHDID eleneneysamenil LHNETOBTLFaLD:

QM LaTOHTLIHD FlbLeu Sie0e0dH ol SuIeors SmLdl gl LHHMBE 3 LOTHHIGBEHESE 6N
L HSLILIBHILD. eTeleuTmBTUIeDID, SLISHSHI 2 6ol B MIHeled, QLIHMmS HTeudSIILG FOUBSIILIL L
(WPSHHW UFHT6| CFameudsented @ DHTCeITmeT SHTOTENSS (PIQULD, BHSH CFUIOHMET FLDLIGY
Slevevgl el Sute]  Geomenymed SuHIR| GHWaHE LSIINSS (LPLGULD.

Lo mLTgHevler CUTEI, @elbeum(h Fbue 9Jevevd I allul Siule] o2 fluimd THGSUIULL LILgH6l
LOBBID BLEUGHMBHET OBBID DjeuBBlert (PLge e BB Caemeupmiguie (LPRICOIBBHMSH G)bHDH
HENHH 60 (peiteneusBBTT. CHemeuwmer SiHIaler Slemenalll UBK @0h (P96 DIeV60SHI LIfiHIHIen]T
GauwwiuLeomd, Gueud CzemeupbTy FHmeideamentl GUEBIEMHUTID FHOFUIHD CFUILIGOTD DIEL6VH
Slauiseler LpFdenaisel Hiddd OCHTLMIGLD.

FbUual V60 LWl uiemed  HNIHHISH60

OLSHH GevevTdH Hlemeouland wBmId LipFgemenuier FHse0 Hidslubn Gurgid 6@ &bl
9I6060g Al LUISImISHOHTL TaugHmen HmisHdH alLeumd DIeL6VH @H FLDLG SIe0V6VHI Il Ul
Sle) Qxmeorent HToTHGD uBTN6USH CHTLFEOTD. 2 HTTONSHBEG, (WL 3 GHLDHDHHEN6N
aHflEsabn, Geaumev GzLabd, HIFCWTSD GFUILLD aTDSmssH Hiewentulsd  G\HbSH
FLNSHD, SRIGUILLD HOIHLIIGHSH, DIBIS(HHSH, UHLTEOIHMSL CUBIISBHTET  HBeITHMNL
CuBwl, urtgisTiuTer alHFHHGHF Ggeosud Curg @f @Bemm CUBEBTT E)eNGWe0 FlbLIG SIE0L6VS
alLw o]  (WpaTmwdHHald ChHamalulsemev 616THI  H(HGHEUMD. GWHMBHET 6(h LieTermuiled
He0AHHTS  BHImPMaIL OUBIUTTSE6T. @& @b FLL @UOmIE ujmofliy Susieme 0FahsHs
CaTLBIGD Heupmer QUBCBTILhBbHEH Dieuismen! LITHSTHEHBSH. FDL DI6060H iUl LU
SITRIGHS6T BHID LNSTEOSHTLTHe0 allDTFamISeT BT SIS HenevdeT, DHT6| CHameauseed
LOTBEHRISET WLBHBILD GundHuled CFameupriquie Heterml & SHSFlenush SioTeldsll LWGTLIGHLD.
ObdH S LGHH6L, FbLUa SevevH ol HUIe] BHBISSIULBH , CHewaulIL LTed 6ITHTeudHe 60
DLHTM  DIeWIGHUSBHT LITenHenwll LBl Cgemeupty Gaflaldss UflbasienTsslILBSBSI.

FbUel L6V LW Spule (PSBTMWTENTHEHSEETE OBTIPOHILL s (HH60

FbLeU 9I6060FH! ATl Wl SIUIe] (LPSHTEMLOWITENTH6T Flev FLOWIMISET60 WTenT @(hH FLOLA! S0V ailL Ul

U6 SRS CFTULG I60V60FHI 6THSH aUMBWITET LHLILIH SHisvevd DHTa| CFmaupBTgdHE LSA|LD

o FHal&JTeS B)HHGW 61l OFfluialeoemev. e1arBel, FLDLI DI6060FH! AL UI SLUI6) (LPSTEMLOUITEITTH6IT

eiteumd gBsHemId e(h FpULl uG&Huled SigiLied eumuihg LuIBFwmeniaeilL Olmbg CLITHEHIHLOTeT

PUTSHBHIAHMSH HIDLWITEND H6wih DIl SHLILIH S BT H6T.

1. et oGyTEHESIWILD: o omalenHHlenent  HGEUTFHT OBV  O(HHSHIUT DIGUEVH  LDEUIHEV
WHSHHIUHHD CPHSH LISHUTENT 6060 LDIHEY LOHHHIa! DIHSTH Felpd Diglitienl_ulevmeot
ugmoflliyé@ SLeTalTeralt, o emailuleoment

2. o enalwed Fepsd BFmeudsen: SLHTA| PBRIGL UGHUTID BLamisHead GuBB BHBeIaISHmS
SIMLWTeND 6wl Sieuisefler HaFF Geoment SleLeVH QHHIBENETLILITOTEN] OFHTL L]
QTeiTeaLD.

3. BLHHVSCHHTTET HLHT6:
4.  Geuemeveumuili LOB@ID GUTHEMTSHTFLD:
5. GWhHmaHeT UTHISTILF CFeneusmer:

6. GWHMSHB6T, FpliLsh CHemeudsen LOBHILD E)UI60TENLD
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