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Advanced Certificate in Case Management in Health and Social Care

Evaluation and Outcome Measurement in Case
Management

A

Accountability: The obligation of case managers to take responsibility for the outcomes of the clients they
serve. This includes making informed decisions, using resources efficiently, and continuously evaluating and
improving their practice.

Active listening: A communication technique used by case managers to fully concentrate, understand,
respond and then remember what is being said by the client.

Advocacy: The process of supporting and representing the needs and interests of clients, ensuring they
receive the necessary resources and services to improve their health and well-being.

Assessment: The process of gathering and analyzing information about a client's needs, strengths, and
goals to develop an individualized care plan.

Case management: A collaborative process that involves assessing, planning, implementing, coordinating,
monitoring, and evaluating options and services to meet an individual's health and social needs.

Case mix: The variety and complexity of cases managed by case managers, which can influence the
resources and time required to effectively meet clients' needs.

Case load: The number of clients assigned to a case manager at any given time.

Case management model: A framework that guides the case management process, including the roles and
responsibilities of case managers, the stages of case management, and the tools and techniques used to
evaluate and improve outcomes.

Case record: A documentation system used by case managers to record and track client information,
including assessments, care plans, progress notes, and evaluations.

Case severity: The level of complexity and intensity of a client's needs, which can impact the resources and
interventions required to achieve positive outcomes.

Care coordination: The process of communicating and collaborating with multiple providers, services, and
systems to ensure that clients receive comprehensive and integrated care.

Care plan: A written document that outlines the goals, interventions, and resources needed to address a
client's health and social needs.
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Care planning: The process of developing, implementing, and revising a care plan based on the client's
changing needs, preferences, and goals.

Client-centered care: An approach to case management that focuses on the client's needs, strengths, and
goals, and involves them in the decision-making process.

Client engagement: The process of building a trusting and collaborative relationship with clients, which can
improve their motivation, adherence, and satisfaction with the case management process.

Client outcomes: The results or benefits achieved by clients as a result of the case management process,
which can be measured and evaluated using outcome measures.

Clinical judgment: The application of professional knowledge, skills, and experience to make informed
decisions and interventions based on the client's unique needs and circumstances.

Collaboration: The process of working together with clients, families, providers, and other stakeholders to
achieve common goals and improve outcomes.

Communication: The exchange of information, ideas, and emotions between case managers and clients,
which is essential for building trust, understanding needs, and making informed decisions.

Community-based care: The provision of health and social services in the client's home or community,
which can improve access, convenience, and continuity of care.

Compassion: The ability to understand and empathize with clients' emotions, experiences, and perspectives,
which can improve the therapeutic relationship and outcomes.

Compliance: The degree to which clients follow the recommended treatments, interventions, and
recommendations of case managers and other providers.

Continuity of care: The coordination and integration of health and social services across time, settings, and
providers, which can improve the client's experience, safety, and outcomes.

Cultural competence: The ability of case managers to understand, respect, and respond to the cultural
beliefs, values, and practices of clients and their families, which can improve engagement, satisfaction, and
outcomes.

Data-driven decision making: The use of data, information, and evidence to inform case management
decisions, interventions, and evaluations.

Decision making: The process of selecting among alternative courses of action based on the client's needs,
preferences, and goals, and the available resources, constraints, and uncertainties.

Discharge planning: The process of preparing clients for transitions between levels of care, settings, or
providers, which can improve continuity, safety, and outcomes.
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Empowerment: The process of enabling clients to gain control, confidence, and competence in managing
their health and social needs, which can improve their autonomy, engagement, and satisfaction.

Ethics: The principles and values that guide the professional conduct of case managers, including respect for
autonomy, beneficence, non-maleficence, justice, and fidelity.

Evidence-based practice: The integration of research evidence, clinical expertise, and client preferences and
values in making case management decisions and interventions.

Goal setting: The process of identifying and prioritizing specific, measurable, achievable, relevant, and time-
bound (SMART) objectives that address the client's health and social needs.

Health equity: The absence of systematic differences in health outcomes between social groups, which can
be influenced by factors such as race, ethnicity, gender, income, education, and geography.

Health promotion: The process of enabling clients to increase control over and improve their health status,
which can prevent or reduce the risk of chronic diseases, disabilities, and injuries.

Holistic approach: The consideration of the whole person, including their physical, mental, emotional, social,
and spiritual dimensions, in the case management process.

Interdisciplinary team: A group of providers from different disciplines, such as medicine, nursing, social
work, therapy, and counseling, who collaborate and communicate to provide comprehensive and integrated
care.

Interpersonal skills: The ability to communicate, collaborate, and build relationships with clients, families,
providers, and other stakeholders, which are essential for effective case management.

Intervention: A specific action or strategy that aims to address the client's health and social needs, which
can be clinical, educational, supportive, or advocacy-based.

Medical necessity: The requirement for health services to be reasonable and necessary for the diagnosis or
treatment of an illness, injury, or condition, based on professionally recognized standards of care.

Motivational interviewing: A client-centered counseling style that aims to enhance the client's motivation,
confidence, and readiness to change their behaviors related to health and social needs.

Multidisciplinary team: A group of providers from different disciplines who collaborate and communicate to
provide coordinated and complementary care, but who may not have equal status or decision-making
power.

Outcome evaluation: The process of measuring and analyzing the results or benefits achieved by clients as a
result of the case management process, which can inform decision making, quality improvement, and
accountability.

Outcome measures: The tools and techniques used to assess and evaluate the results or benefits achieved
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by clients, which can include validated scales, surveys, interviews, focus groups, or observational methods.

Patient-centered care: An approach to case management that focuses on the patient's needs, preferences,
and values, and involves them in the decision-making process.

Patient engagement: The process of building a trusting and collaborative relationship with patients, which
can improve their motivation, adherence, and satisfaction with the case management process.

Patient outcomes: The results or benefits achieved by patients as a result of the case management process,
which can be measured and evaluated using outcome measures.

Patient safety: The prevention of harm or adverse events to patients during the case management process,
which can be influenced by factors such as communication, coordination, culture, and systems.

Performance measurement: The process of collecting, analyzing, and reporting data on the quality,
efficiency, and effectiveness of case management services, which can inform decision making, quality
improvement, and accountability.

Performance improvement: The process of identifying and addressing gaps, deficiencies, or opportunities in
case management services, based on data, evidence, and
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