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Graduate Certificate in Case Management in Health and Social Care

Interprofessional Collaboration and Communication

Advocacy – The act of representing and supporting a client’s needs within the health‑social care system.
Related terms: Client empowerment, policy influence, case manager. Example: A case manager writes to a
hospital director to secure a needed service. Practical application: Integrates client voice into
multidisciplinary meetings. Challenge: Balancing client wishes with resource limitations.

Agency – An organization that delivers health or social services, often contracted by case managers. Related
terms: Service provider, commissioning, partnership. Example: A local authority housing agency provides
temporary accommodation. Practical application: Case managers coordinate referrals to agencies.
Challenge: Navigating differing agency policies and funding cycles.

Alignment – The process of ensuring goals, strategies, and actions of various professionals are consistent.
Related terms: Strategic fit, collaborative planning, shared vision. Example: Aligning a physiotherapist’s
rehabilitation plan with a social worker’s discharge timeline. Practical application: Joint care pathways.
Challenge: Reconciling conflicting departmental priorities.

Barriers – Obstacles that impede effective interprofessional collaboration. Related terms: Silos,
communication gaps, cultural differences. Example: Lack of shared electronic records creates duplicate
assessments. Practical application: Barrier analysis workshops. Challenge: Addressing systemic issues that
are beyond individual control.

Boundary Spanning – Activities that cross professional or organizational boundaries to facilitate
coordination. Related terms: Liaison role, network building, intersectoral work. Example: A case manager
attends a community health board meeting to connect health and housing services. Practical application:
Formal boundary‑spanning roles. Challenge: Role ambiguity and workload overload.

Case Conference – A structured meeting where professionals discuss a client’s needs, goals, and plans.
Related terms: Multidisciplinary team (MDT) meeting, care planning session, joint review. Example: An MDT
meeting reviews a patient with chronic heart failure. Practical application: Documented decisions guide
future actions. Challenge: Scheduling and ensuring full participation.

Case Management – A collaborative process that assesses, plans, implements, coordinates, and evaluates
services to meet an individual’s health and social needs. Related terms: Care coordination, client advocacy,
outcome measurement. Example: Developing a discharge plan for a stroke survivor. Practical application:
Use of standardized assessment tools. Challenge: Balancing caseload size with quality of care.

Collaboration – The act of working together across disciplines to achieve shared outcomes. Related terms:
Teamwork, partnership, joint decision‑making. Example: A dietitian and a social worker co‑design a nutrition
support plan for a low‑income family. Practical application: Co‑creation of care plans. Challenge: Differing
professional languages and priorities.
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Communication – The exchange of information, ideas, and feelings among professionals, clients, and
families. Related terms: Information sharing, feedback loops, health literacy. Example: A nurse sends a
concise handover note to a community therapist. Practical application: Use of SBAR (Situation, Background,
Assessment, Recommendation) format. Challenge: Avoiding jargon and ensuring timeliness.

Competency – The combination of knowledge, skills, and attitudes required for effective interprofessional
work. Related terms: Core skills, professional standards, continuing education. Example: Competency in
cultural humility improves interactions with diverse clients. Practical application: Competency assessments
during training. Challenge: Maintaining competence amid evolving practice standards.

Confidentiality – The ethical and legal duty to protect client information. Related terms: Data protection,
privacy, consent. Example: Sharing a client’s medication list only with authorized team members. Practical
application: Secure electronic health records. Challenge: Balancing information sharing with privacy
obligations.

Consensus Building – A process of reaching agreement among professionals with differing perspectives.
Related terms: Negotiation, mediation, shared decision‑making. Example: Agreeing on a home‑care
schedule that satisfies both the physiotherapist and the caregiver. Practical application: Facilitated
discussions using decision‑making frameworks. Challenge: Time constraints and power dynamics.

Continuity of Care – The seamless provision of health and social services over time and across settings.
Related terms: Care transitions, follow‑up, longitudinal care. Example: Ensuring a patient’s medication
regimen is consistent after hospital discharge. Practical application: Discharge summaries and
post‑discharge calls. Challenge: Fragmentation when multiple agencies are involved.

Culture Competence – The ability to understand, respect, and effectively interact with people from diverse
cultural backgrounds. Related terms: Cultural humility, diversity awareness, equity. Example: Adapting
communication style to a client who speaks limited English. Practical application: Interpreter services and
culturally appropriate resources. Challenge: Avoiding assumptions and stereotypes.

Decision‑Making – The process by which professionals choose actions based on evidence, client
preferences, and contextual factors. Related terms: Shared decision‑making, clinical reasoning, risk
assessment. Example: Deciding whether a client can safely remain at home with support. Practical
application: Decision‑aid tools. Challenge: Reconciling differing professional judgments.

Delegation – Assigning tasks to other team members while retaining accountability for outcomes. Related
terms: Task allocation, supervision, role clarity. Example: A case manager delegates medication reconciliation
to a pharmacy technician. Practical application: Clear delegation protocols. Challenge: Ensuring delegated
tasks match competence levels.

Documentation – The systematic recording of assessments, plans, interventions, and outcomes. Related
terms: Clinical notes, electronic health record (EHR), audit trail. Example: Entering a client’s risk assessment
into a shared EHR. Practical application: Standardized templates. Challenge: Maintaining accuracy while
minimizing administrative burden.
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Evidence‑Based Practice (EBP) – The integration of best research evidence with clinical expertise and client
values. Related terms: Research utilization, guideline adherence, outcome evaluation. Example: Applying a
falls‑prevention protocol proven to reduce injuries. Practical application: Journal clubs and guideline
checklists. Challenge: Translating evidence into real‑world settings.

Feedback – Information provided to professionals about the effectiveness of their actions, intended to
improve performance. Related terms: Performance review, debrief, quality improvement. Example: A
supervisor gives constructive feedback on a case note’s clarity. Practical application: Regular peer‑review
sessions. Challenge: Delivering feedback in a non‑threatening manner.

Goal Setting – The collaborative establishment of measurable, realistic objectives for a client. Related terms:
SMART goals, outcome planning, client‑centered objectives. Example: Setting a goal for a client to walk 100
meters independently within four weeks. Practical application: Documented goals reviewed at each case
conference. Challenge: Aligning goals with client motivation and capacity.

Health Literacy – The capacity of individuals to obtain, process, and understand basic health information.
Related terms: Patient education, plain language, empowerment. Example: Using visual aids to explain
medication schedules. Practical application: Teach‑back method. Challenge: Varying literacy levels among
clients and caregivers.

Holistic Approach – Considering the physical, emotional, social, and environmental factors affecting a
client’s wellbeing. Related terms: Biopsychosocial model, whole‑person care, integrated care. Example:
Addressing a client’s housing instability alongside medical treatment. Practical application: Comprehensive
assessment tools. Challenge: Time constraints and resource scarcity.

Implementation – The act of putting a care plan into action across disciplines. Related terms: Rollout,
execution, operationalization. Example: Initiating home‑care visits after discharge. Practical application:
Checklists to monitor task completion. Challenge: Unforeseen barriers such as staffing shortages.

Interdisciplinary Team (IDT) – A group of professionals from different disciplines who share responsibility for
client care. Related terms: MDT, collaborative team, cross‑functional group. Example: An IDT comprising a
nurse, social worker, occupational therapist, and pharmacist. Challenge: Ensuring equal contribution from all
members.

Interprofessional Education (IPE) – Learning activities where two or more health‑social care professions learn
with, from, and about each other. Related terms: Collaborative learning, curriculum integration, competency
development. Example: A workshop where nursing and social work students practice joint assessments.
Practical application: Simulation labs. Challenge: Aligning schedules and curricula across programs.

Interprofessional Practice (IPP) – The actual delivery of coordinated services by professionals from different
fields working together. Related terms: Collaborative practice, team-based care, shared responsibility.
Example: A physiotherapist and a community health nurse co‑manage a patient’s mobility program.
Practical application: Shared care plans. Challenge: Sustaining collaboration beyond project phases.

Leadership – The ability to influence, guide, and inspire a team toward shared goals. Related terms:
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Transformational leadership, shared leadership, facilitation. Example: A senior case manager leads a
quality‑improvement initiative to reduce readmissions. Practical application: Leadership development
programs. Challenge: Avoiding hierarchical dominance that suppresses other voices.

Legal Obligations – Statutory duties and regulations that govern professional conduct and service delivery.
Related terms: Statutory duties, compliance, risk management. Example: Adhering to safeguarding
legislation when a client is at risk of abuse. Practical application: Policy briefings and mandatory training.
Challenge: Keeping up with changing legislation across sectors.

Learning Curve – The period during which professionals acquire new skills and knowledge required for
effective collaboration. Related terms: Skill acquisition, competency development, mentorship. Example: A
newly appointed case manager learns the referral pathways of local social services. Practical application:
Onboarding programs with shadowing opportunities. Challenge: Balancing learning needs with service
demands.

Medico‑Legal Issues – Situations where clinical decisions intersect with legal considerations. Related terms:
Consent, capacity assessment, documentation. Example: Documenting a client’s refusal of a recommended
intervention. Practical application: Standardized consent forms. Challenge: Navigating ethical dilemmas
while protecting client rights.

Multidisciplinary Team (MDT) – A team of professionals from distinct disciplines who collaborate on a
client’s care, each retaining their own professional authority. Related terms: IDT, collaborative care, team
meeting. Example: An MDT meeting includes a surgeon, a social worker, a dietitian, and a speech therapist
discussing a post‑operative patient. Practical application: Agenda‑driven meetings. Challenge: Avoiding
siloed decision‑making.

Negotiation – The process of discussing and reaching a mutually acceptable solution among professionals.
Related terms: Compromise, conflict resolution, consensus building. Example: Negotiating service hours
between a home‑care agency and a client’s family. Practical application: Structured negotiation techniques.
Challenge: Power imbalances can skew outcomes.

Outcome Measurement – The systematic collection and analysis of data to assess the effectiveness of
interventions. Related terms: Key performance indicators (KPIs), evaluation, audit. Example: Tracking
readmission rates after discharge planning. Practical application: Dashboards that display real‑time metrics.
Challenge: Selecting meaningful indicators that reflect collaborative impact.

Patient‑Centered Care – An approach that respects and responds to individual patient preferences, needs,
and values. Related terms: Client‑focused, shared decision‑making, empowerment. Example: Incorporating a
client’s cultural dietary practices into a nutrition plan. Practical application: Patient‑reported outcome
measures. Challenge: Reconciling patient wishes with clinical guidelines.

Peer Review – The systematic evaluation of a professional’s work by colleagues to ensure quality and
adherence to standards. Related terms: Audit, quality assurance, feedback. Example: A social worker’s case
notes are reviewed by a senior colleague. Practical application: Scheduled peer‑review cycles. Challenge:
Maintaining objectivity and constructive tone.
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Person‑First Language – A communication style that emphasizes the individual before the condition (e.G.,
“Person with diabetes”). Related terms: Respectful terminology, stigma reduction, inclusive language.
Example: Using “person experiencing homelessness” instead of “homeless person”. Practical application:
Style guides for documentation. Challenge: Ingrained habits may resist change.

Plan‑Do‑Study‑Act (PDSA) Cycle – A quality‑improvement framework that tests changes on a small scale
before wider implementation. Related terms: Continuous improvement, iterative testing, data‑driven
change. Example: Piloting a new referral form, evaluating its impact, and refining it. Practical application:
Weekly team huddles to review cycle progress. Challenge: Sustaining momentum and staff engagement.

Power Dynamics – The influence that authority, expertise, or organizational hierarchy exerts on team
interactions. Related terms: Hierarchy, empowerment, role negotiation. Example: A senior physician’s
opinion dominates a case conference, limiting input from allied health professionals. Practical application:
Facilitation techniques that equalize speaking time. Challenge: Cultural norms that reinforce traditional
hierarchies.

Professional Boundaries – The limits that define appropriate relationships between professionals and clients
or among professionals. Related terms: Role clarity, ethical conduct, scope of practice. Example: A case
manager refrains from providing personal advice outside the professional scope. Practical application:
Boundary‑setting training. Challenge: Blurred lines in community‑based settings.

Quality Improvement (QI) – Systematic, data‑guided activities designed to improve service delivery and
outcomes. Related terms: Continuous improvement, performance enhancement, benchmarking. Example: A
QI project reduces medication errors through collaborative checklists. Practical application: QI teams with
representation from health and social care. Challenge: Aligning QI goals with daily workload.

Referral Pathway – The documented process that guides how a client is directed from one service to
another. Related terms: Care pathway, service navigation, triage. Example: A primary‑care nurse follows a
referral pathway to connect a patient with mental‑health support. Practical application: Flowcharts posted in
clinics. Challenge: Outdated pathways leading to delays.

Resource Allocation – The distribution of limited services, funding, and personnel among competing needs.
Related terms: Budgeting, prioritization, capacity planning. Example: Deciding how many home‑care visits
can be offered within a fixed budget. Practical application: Transparent criteria for resource decisions.
Challenge: Ethical tensions when demand exceeds supply.

Risk Assessment – The systematic identification and evaluation of potential hazards to client safety or
wellbeing. Related terms: Safety planning, vulnerability analysis, mitigation strategies. Example: Assessing
fall risk for an elderly client before discharge. Practical application: Standardized risk‑assessment tools.
Challenge: Ensuring assessments are updated as client circumstances change.

Role Clarification – The process of defining each professional’s responsibilities, authority, and expectations
within a team. Related terms: Scope of practice, job description, functional overlap. Example: A case
manager explains that medication counseling falls under the pharmacist’s remit. Practical application:
Role‑mapping workshops. Challenge: Resistance when roles appear to overlap excessively.
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Shared Governance – A collaborative decision‑making structure where professionals collectively influence
policies and practice standards. Related terms: Participatory leadership, joint committees, democratic
management. Example: An interprofessional steering group develops a unified discharge protocol. Practical
application: Regular governance meetings with rotating chairs. Challenge: Ensuring all voices are heard and
acted upon.

Shared Decision‑Making (SDM) – A collaborative process where clinicians and clients make health decisions
together, integrating evidence and preferences. Related terms: Patient participation, informed choice,
decision aids. Example: Choosing between home care or assisted living based on client values. Practical
application: SDM tools incorporated into electronic records. Challenge: Time pressures and limited
health‑literacy.

Social Determinants of Health (SDOH) – The conditions in which people are born, grow, live, work, and age
that affect health outcomes. Related terms: Equity, health disparity, upstream factors. Example: Addressing
food insecurity as part of a chronic disease plan. Practical application: Screening questionnaires for SDOH.
Challenge: Limited resources to address identified needs.

Stakeholder Engagement – The inclusive involvement of all parties affected by or interested in a service,
including clients, families, professionals, and funders. Related terms: Partnership, community involvement,
co‑design. Example: Involving a client advisory board in redesigning a case‑management workflow. Practical
application: Focus groups and surveys. Challenge: Reconciling divergent expectations.

Standardized Assessment Tool – A validated instrument used uniformly across professionals to evaluate
client needs. Related terms: Screening instrument, outcome measure, reliability. Example: Using the Barthel
Index to assess functional independence. Practical application: Electronic integration for automatic scoring.
Challenge: Ensuring all team members are trained in its use.

Telehealth – The delivery of health and social services remotely using electronic communication
technologies. Related terms: Virtual care, e‑consultation, remote monitoring. Example: A social worker
conducts a video assessment of a client’s home environment. Practical application: Secure video platforms
with consent protocols. Challenge: Digital divide and privacy concerns.

Team Huddle – A brief, focused meeting where team members share updates, prioritize tasks, and align
efforts. Related terms: Daily stand‑up, rapid cycle, coordination check‑in. Example: A morning huddle
reviews upcoming discharge cases. Practical application: Agenda‑driven huddles limited to 15 minutes.
Challenge: Maintaining consistency and participation.

Team Dynamics – The interpersonal processes and relational patterns that influence how a team functions.
Related terms: Cohesion, conflict, communication style. Example: Recognizing that a dominant voice is
limiting input from junior members. Practical application: Periodic team‑building exercises. Challenge:
Addressing underlying personality clashes.

Teamwork – The cooperative effort of individuals to achieve shared objectives, characterized by mutual
respect and interdependence. Related terms: Collaboration, synergy, collective efficacy. Example: Jointly
developing a care plan that incorporates medical, nutritional, and housing components. Practical
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application: Shared documentation platforms. Challenge: Ensuring accountability without
micromanagement.

Telecommunication Protocol – Established guidelines for conducting phone or video conversations to
protect confidentiality and ensure clarity. Related terms: Remote communication standards, secure
messaging, consent. Example: Confirming client identity before discussing medication changes via phone.
Practical application: Scripted opening statements. Challenge: Varying comfort levels with technology
among staff.

Transition of Care – The movement of a client’s care responsibilities from one setting or provider to another.
Related terms: Handoff, continuity, discharge planning. Example: Coordinating the transfer of a patient from
hospital to community rehabilitation. Practical application: Structured transfer checklists. Challenge:
Information loss during handoffs.

Triad Model – A collaborative framework that includes the client, the professional, and a caregiver or family
member. Related terms: Family‑centered care, partnership, support network. Example: A case manager
meets with a client and their adult child to discuss long‑term care options. Practical application: Joint
goal‑setting sessions. Challenge: Balancing differing perspectives within the triad.

Utilization Review – The systematic evaluation of the appropriateness, necessity, and efficiency of health and
social services. Related terms: Case audit, cost‑effectiveness, resource stewardship. Example: Reviewing
whether a client’s home‑care hours are justified based on functional status. Practical application: Utilization
review committees. Challenge: Potential tension between cost containment and client needs.

Virtual Interprofessional Rounds – Online meetings where multidisciplinary team members discuss client
cases in real time. Related terms: E‑rounds, digital MDT, remote collaboration. Example: A weekly video
conference reviewing complex discharge plans. Practical application: Shared screen of electronic health
records. Challenge: Ensuring reliable internet connectivity for all participants.

Workload Management – Strategies to balance caseload size, complexity, and professional capacity. Related
terms: Caseload balancing, time management, burnout prevention. Example: Redistributing high‑acuity
cases among team members to avoid overload. Practical application: Workload dashboards that flag
excessive caseloads. Challenge: Fluctuating demand and limited staffing.

Zero‑Tolerance Policy – An organizational stance that prohibits specific behaviors, such as harassment or
discrimination. Related terms: Safeguarding, code of conduct, compliance. Example: A zero‑tolerance policy
for workplace bullying ensures a respectful collaborative environment. Practical application: Mandatory
reporting procedures. Challenge: Fostering a culture where policies are actively upheld.
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