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Graduate Certificate in Case Management in Health and Social Care

Risk Management and Quality Improvement

Risk management and quality improvement are essential components of case management in health and
social care, as they enable professionals to identify, assess, and mitigate potential risks, while also
promoting high-quality care and services. A key concept in risk management is risk assessment, which
involves evaluating the likelihood and potential impact of a particular event or situation. This process helps
case managers to identify potential risks and develop strategies to mitigate or manage them. For example, a
case manager working with a client who has a history of falls may conduct a risk assessment to identify
potential hazards in the client's home and develop a plan to reduce the risk of future falls.

Another important concept in risk management is hazard identification, which involves recognizing
potential sources of harm or danger. This can include physical hazards, such as slippery floors or uneven
surfaces, as well as non-physical hazards, such as medication errors or inadequate staffing. Case managers
must be able to identify potential hazards and develop strategies to mitigate or eliminate them. For
instance, a case manager may identify a hazard in a client's home, such as a loose rug, and work with the
client to remove or secure the rug to reduce the risk of falls.

In addition to risk assessment and hazard identification, case managers must also be aware of quality
improvement principles, which involve ongoing efforts to improve the quality of care and services. This can
include implementing evidence-based practices, monitoring outcomes, and soliciting feedback from clients
and stakeholders. For example, a case manager may implement a new care plan that incorporates evidence-
based practices, such as medication management or cognitive-behavioral therapy, and monitor the client's
progress to evaluate the effectiveness of the plan.

A key concept in quality improvement is continuous quality improvement, which involves ongoing efforts to
improve the quality of care and services. This can include regular monitoring of outcomes, soliciting
feedback from clients and stakeholders, and implementing changes to improve the quality of care. For
instance, a case manager may regularly review client outcomes and solicit feedback from clients and
stakeholders to identify areas for improvement and implement changes to the care plan.

Case managers must also be aware of accreditation standards, which are established by accrediting
agencies to ensure that healthcare organizations meet certain standards of quality and safety. Accreditation
standards can include requirements for risk management, quality improvement, and client-centered care.
For example, a case management program may be accredited by a national accrediting agency, such as the
Commission on Accreditation of Rehabilitation Facilities (CARF), which requires the program to meet certain
standards for risk management, quality improvement, and client-centered care.

Another important concept in case management is client-centered care, which involves tailoring care and
services to meet the unique needs and preferences of each client. This can include involving clients in the
care planning process, respecting their autonomy and dignity, and providing care and services that are

culturally sensitive and responsive. For instance, a case manager may work with a client to develop a care
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plan that takes into account the client's cultural and linguistic needs, such as providing interpreters or
culturally sensitive materials.

In addition to client-centered care, case managers must also be aware of cultural competence, which
involves providing care and services that are sensitive to the cultural and linguistic needs of diverse clients.
This can include providing interpreters, using culturally sensitive materials, and involving clients in the care
planning process. For example, a case manager may work with a client who has limited English proficiency
and provide an interpreter to facilitate communication and ensure that the client understands the care plan.

A key concept in cultural competence is diversity, which involves recognizing and respecting the unique
cultural and linguistic needs of diverse clients. This can include providing care and services that are tailored
to meet the needs of clients from diverse backgrounds, such as providing culturally sensitive materials or
involving clients in the care planning process. For instance, a case manager may work with a client from a
diverse background and provide care and services that are tailored to meet the client's unique needs, such
as providing halal meals or accommodating the client's religious practices.

Case managers must also be aware of health literacy, which involves providing care and services that are
easy to understand and accessible to clients with limited health literacy. This can include using plain
language, providing written materials at a low literacy level, and involving clients in the care planning
process. For example, a case manager may work with a client who has limited health literacy and provide
written materials at a low literacy level, such as using simple language and avoiding technical jargon.

Another important concept in case management is communication, which involves effective communication
with clients, stakeholders, and other healthcare professionals. This can include using active listening skills,
providing clear and concise information, and involving clients in the care planning process. For instance, a
case manager may work with a client who has a complex care plan and use active listening skills to ensure
that the client understands the plan and is able to follow it.

In addition to communication, case managers must also be aware of interdisciplinary collaboration, which
involves working with other healthcare professionals to provide comprehensive care and services. This can
include working with physicians, nurses, social workers, and other healthcare professionals to develop and
implement care plans. For example, a case manager may work with an interdisciplinary team to develop a
care plan for a client with complex needs, such as a client with multiple chronic conditions.

A key concept in interdisciplinary collaboration is teamwork, which involves working together with other
healthcare professionals to provide comprehensive care and services. This can include sharing information,
coordinating care, and involving clients in the care planning process. For instance, a case manager may
work with a team of healthcare professionals to develop a care plan for a client with complex needs, such as
a client with multiple chronic conditions, and share information and coordinate care to ensure that the
client receives comprehensive care and services.

Case managers must also be aware of technology, which involves using electronic health records, telehealth,
and other digital technologies to provide care and services. This can include using electronic health records
to document client information, using telehealth to provide remote care and services, and using digital

Read online: https://certificates.HealthCareCourses.org.uk/guides/ HealthCareCourses (An LSIB brand) - 22 Jun 2026
5386960/risk-management-and-quality-improvement



Healtheds GUIDE

technologies to communicate with clients and stakeholders. For example, a case manager may use
electronic health records to document client information and use telehealth to provide remote care and
services to clients who live in rural or remote areas.

Another important concept in case management is evaluation, which involves evaluating the effectiveness
of care and services. This can include monitoring outcomes, soliciting feedback from clients and
stakeholders, and using data to inform care planning and decision-making. For instance, a case manager
may use data to evaluate the effectiveness of a care plan and make changes to the plan as needed to
improve client outcomes.

In addition to evaluation, case managers must also be aware of research, which involves using evidence-
based practices to inform care planning and decision-making. This can include reviewing research studies,
using evidence-based guidelines, and involving clients in the care planning process. For example, a case
manager may review research studies on the effectiveness of a particular intervention, such as cognitive-
behavioral therapy, and use this information to inform care planning and decision-making.

A key concept in research is evidence-based practice, which involves using research evidence to inform care
planning and decision-making. For instance, a case manager may use evidence-based guidelines to develop
a care plan for a client with a particular condition, such as diabetes, and involve the client in the care
planning process to ensure that the plan is tailored to meet the client's unique needs.

Case managers must also be aware of policy, which involves understanding and complying with laws,
regulations, and policies that govern healthcare practice. This can include understanding laws and
regulations related to confidentiality, informed consent, and client rights, as well as policies related to care
planning, documentation, and communication. For example, a case manager may be aware of laws and
regulations related to confidentiality, such as the Health Insurance Portability and Accountability Act
(HIPAA), and comply with these laws and regulations to ensure that client information is protected.

Another important concept in case management is advocacy, which involves advocating for clients' rights
and interests. This can include advocating for access to care and services, advocating for client-centered
care, and advocating for policies and laws that promote client well-being. For instance, a case manager may
advocate for a client who is having difficulty accessing care and services, such as a client who is
experiencing transportation barriers, and work with the client to develop a plan to overcome these barriers.

In addition to advocacy, case managers must also be aware of ethics, which involves understanding and
applying ethical principles to guide practice. This can include understanding principles related to autonomy,
beneficence, non-maleficence, and justice, as well as applying these principles to guide care planning and
decision-making. For example, a case manager may be aware of the principle of autonomy, which involves
respecting clients' rights to make decisions about their own care, and apply this principle to guide care
planning and decision-making.

A key concept in ethics is confidentiality, which involves maintaining the confidentiality of client
information. This can include understanding laws and regulations related to confidentiality, such as HIPAA,
and applying these laws and regulations to guide practice. For instance, a case manager may be aware of
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the importance of maintaining confidentiality and take steps to protect client information, such as using
secure electronic health records and avoiding discussions about client information in public areas.

Case managers must also be aware of continuity, which involves ensuring that care and services are
continuous and uninterrupted. This can include developing care plans that take into account clients'
ongoing needs, coordinating care and services with other healthcare professionals, and involving clients in
the care planning process. For example, a case manager may work with a client to develop a care plan that
takes into account the client's ongoing needs, such as a client who requires ongoing medication
management, and coordinate care and services with other healthcare professionals to ensure that the client
receives continuous and uninterrupted care.

Another important concept in case management is coordination, which involves coordinating care and
services with other healthcare professionals. This can include sharing information, coordinating care plans,
and involving clients in the care planning process. For instance, a case manager may work with an
interdisciplinary team to develop a care plan for a client with complex needs, such as a client with multiple
chronic conditions, and coordinate care and services with other healthcare professionals to ensure that the
client receives comprehensive care and services.

In addition to coordination, case managers must also be aware of documentation, which involves
maintaining accurate and complete records of client information. This can include using electronic health
records, documenting client interactions, and maintaining records of care plans and interventions. For
example, a case manager may use electronic health records to document client information and maintain
records of care plans and interventions, such as medication management or cognitive-behavioral therapy.

A key concept in documentation is accuracy, which involves ensuring that client information is accurate and
up-to-date. This can include verifying client information, documenting changes to client information, and
maintaining records of care plans and interventions. For instance, a case manager may verify client
information, such as demographic information or medical history, and document changes to client
information, such as changes to medication or treatment plans.

Case managers must also be aware of compliance, which involves understanding and complying with laws,
regulations, and policies that govern healthcare practice. For example, a case manager may be aware of
laws and regulations related to confidentiality, such as HIPAA, and comply with these laws and regulations
to ensure that client information is protected.

Another important concept in case management is leadership, which involves providing leadership and
direction to case management teams. This can include developing care plans, coordinating care and
services, and involving clients in the care planning process. For instance, a case manager may provide
leadership and direction to a team of healthcare professionals, such as a team of nurses or social workers,
and work with the team to develop care plans and coordinate care and services for clients.

In addition to leadership, case managers must also be aware of management, which involves managing
case management programs and services. This can include developing budgets, managing staff, and
evaluating program outcomes. For example, a case manager may be responsible for managing a case
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management program, including developing budgets, managing staff, and evaluating program outcomes,
such as client satisfaction or health outcomes.

A key concept in management is planning, which involves developing plans and strategies to guide case
management practice. For instance, a case manager may develop a care plan for a client, including goals,
objectives, and interventions, and work with the client to implement the plan and achieve the desired
outcomes.

Case managers must also be aware of resources, which involves identifying and accessing resources to
support case management practice. This can include identifying community resources, such as
transportation or housing services, and accessing financial resources, such as insurance or government
benefits. For example, a case manager may identify community resources, such as transportation or housing
services, and work with clients to access these resources and support their care and well-being.

Another important concept in case management is support, which involves providing support and guidance
to clients and families. This can include providing emotional support, providing education and information,
and involving clients in the care planning process. For instance, a case manager may provide emotional
support to a client who is experiencing a crisis, such as a client who has been diagnosed with a serious
illness, and work with the client to develop a care plan and access resources to support their care and well-
being.

In addition to support, case managers must also be aware of empowerment, which involves empowering
clients to take an active role in their care and well-being. This can include providing education and
information, involving clients in the care planning process, and supporting clients to make informed
decisions about their care. For example, a case manager may provide education and information to a client
about their condition, such as diabetes, and work with the client to develop a care plan and make informed
decisions about their care and treatment.

A key concept in empowerment is self-advocacy, which involves supporting clients to advocate for
themselves and their needs. This can include providing education and information, involving clients in the
care planning process, and supporting clients to communicate effectively with healthcare professionals. For
instance, a case manager may work with a client to develop self-advocacy skills, such as communicating
effectively with healthcare professionals or accessing community resources, and support the client to take
an active role in their care and well-being.

Case managers must also be aware of cultural sensitivity, which involves providing care and services that are
sensitive to the cultural and linguistic needs of diverse clients. For example, a case manager may work with
a client from a diverse background and provide care and services that are tailored to meet the client's
unigque needs, such as providing halal meals or accommodating the client's religious practices.

Another important concept in case management is trauma-informed care, which involves providing care
and services that are sensitive to the needs of clients who have experienced trauma. For instance, a case
manager may work with a client who has experienced trauma, such as a client who has experienced
domestic violence, and provide care and services that are tailored to meet the client's unique needs, such as
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providing emotional support or connecting the client with community resources.

In addition to trauma-informed care, case managers must also be aware of recovery-oriented care, which
involves providing care and services that support clients' recovery and well-being. For example, a case
manager may work with a client who is recovering from a mental health condition, such as depression, and
provide care and services that support the client's recovery and well-being, such as providing emotional
support or connecting the client with community resources.

A key concept in recovery-oriented care is hope, which involves supporting clients to maintain hope and
optimism about their recovery and well-being. For instance, a case manager may work with a client who is
experiencing a mental health condition, such as depression, and provide care and services that support the
client's recovery and well-being, such as providing emotional support or connecting the client with
community resources.

Case managers must also be aware of resilience, which involves supporting clients to develop resilience and
coping skills. For example, a case manager may work with a client who is experiencing a mental health
condition, such as anxiety, and provide care and services that support the client's recovery and well-being,
such as providing emotional support or connecting the client with community resources.

Another important concept in case management is wellness, which involves supporting clients to achieve
overall wellness and well-being. For instance, a case manager may work with a client who is experiencing a
chronic condition, such as diabetes, and provide care and services that support the client's overall wellness
and well-being, such as providing education and information about healthy eating or physical activity.

In addition to wellness, case managers must also be aware of prevention, which involves supporting clients
to prevent illness and injury. For example, a case manager may work with a client who is at risk for a
particular condition, such as heart disease, and provide care and services that support the client's
prevention and wellness, such as providing education and information about healthy eating or physical
activity.

A key concept in prevention is health promotion, which involves supporting clients to promote their overall
health and well-being. For instance, a case manager may work with a client who is experiencing a chronic
condition, such as diabetes, and provide care and services that support the client's overall health and well-
being, such as providing education and information about healthy eating or physical activity.

Case managers must also be aware of community resources, which involves identifying and accessing
resources to support clients' care and well-being.

Another important concept in case management is partnership, which involves working in partnership with
clients, families, and healthcare professionals to provide comprehensive care and services. This can include
involving clients in the care planning process, coordinating care and services with other healthcare
professionals, and supporting clients to make informed decisions about their care. For instance, a case
manager may work in partnership with a client, family members, and healthcare professionals to develop a
care plan and coordinate care and services, such as providing emotional support or connecting the client
with community resources.
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In addition to partnership, case managers must also be aware of collaboration, which involves working
collaboratively with other healthcare professionals to provide comprehensive care and services. For
example, a case manager may work collaboratively with a team of healthcare professionals, such as a team
of nurses or social workers, to develop care plans and coordinate care and services for clients.

A key concept in collaboration is communication, which involves effective communication with clients,
stakeholders, and other healthcare professionals. For instance, a case manager may communicate effectively
with a client who has a complex care plan, such as a client with multiple chronic conditions, and work with
the client to develop a care plan and coordinate care and services.

Case managers must also be aware of education, which involves providing education and information to
clients and families. This can include providing education about conditions, treatments, and medications, as
well as involving clients in the care planning process. For example, a case manager may provide education
to a client who is experiencing a chronic condition, such as diabetes, and work with the client to develop a
care plan and coordinate care and services.

Another important concept in case management is empowerment, which involves empowering clients to
take an active role in their care and well-being. For instance, a case manager may empower a client who is
experiencing a mental health condition, such as depression, and provide care and services that support the
client's recovery and well-being, such as providing emotional support or connecting the client with
community resources.

In addition to empowerment, case managers must also be aware of self-care, which involves supporting
clients to practice self-care and maintain their overall health and well-being. For example, a case manager
may support a client who is experiencing a chronic condition, such as diabetes, to practice self-care and
maintain their overall health and well-being, such as providing education and information about healthy
eating or physical activity.

A key concept in self-care is stress management, which involves supporting clients to manage stress and
maintain their overall health and well-being. For instance, a case manager may support a client who is
experiencing stress, such as a client who is experiencing anxiety, and provide care and services that support
the client's overall health and well-being, such as providing emotional support or connecting the client with
community resources.

Case managers must also be aware of crisis intervention, which involves providing support and guidance to
clients who are experiencing a crisis. For example, a case manager may provide crisis intervention to a client
who is experiencing a mental health crisis, such as a client who is experiencing suicidal thoughts, and work
with the client to develop a care plan and coordinate care and services.

Another important concept in case management is safety, which involves ensuring that clients are safe and
free from harm. For instance, a case manager may ensure that a client who is experiencing a mental health
condition, such as depression, is safe and free from harm, such as providing emotional support or
connecting the client with community resources.

In addition to safety, case managers must also be aware of quality of life, which involves supporting clients
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to achieve their overall quality of life. For example, a case manager may support a client who is experiencing
a chronic condition, such as diabetes, to achieve their overall quality of life, such as providing education and
information about healthy eating or physical activity.

A key concept in quality of life is functional ability, which involves supporting clients to maintain their
functional ability and independence. For instance, a case manager may support a client who is experiencing
a physical disability, such as a client who is experiencing paralysis, to maintain their functional ability and
independence, such as providing education and information about adaptive equipment or connecting the
client with community resources.

Case managers must also be aware of care coordination, which involves coordinating care and services to
support clients' overall health and well-being. For example, a case manager may coordinate care and
services for a client who is experiencing a chronic condition, such as diabetes, and work with the client to
develop a care plan and coordinate care and services, such as providing education and information about
healthy eating or physical activity.

Another important concept in case management is transitions, which involves supporting clients through
transitions in care, such as discharge from a hospital or transfer to a new care setting. For instance, a case
manager may support a client who is being discharged from a hospital and work with the client to develop
a care plan and coordinate care and services, such as providing education and information about
medication management or connecting the client with community resources.

In addition to transitions, case managers must also be aware of end-of-life care, which involves supporting
clients who are nearing the end of life. For example, a case manager may support a client who is nearing the
end of life, such as a client who is experiencing a terminal illness, and work with the client to develop a care
plan and coordinate care and services, such as providing emotional support or connecting the client with
community resources.

A key concept in end-of-life care is palliative care, which involves providing care and services that support
clients' comfort and quality of life. For instance, a case manager may provide palliative care to a client who
is experiencing a terminal illness, such as a client who is experiencing cancer, and work with the client to
develop a care plan and coordinate care and services, such as providing emotional support or connecting
the client with community resources.

Case managers must also be aware of grief and loss, which involves supporting clients who are experiencing
grief and loss. For example, a case manager may support a client who is experiencing grief and loss, such as
a client who has experienced the loss of a loved one, and work with the client to develop a care plan and
coordinate care and services, such as providing emotional support or connecting the client with community
resources.

Another important concept in case management is spiritual care, which involves supporting clients' spiritual
needs and providing care and services that are sensitive to their spiritual beliefs and practices. For instance,
a case manager may provide spiritual care to a client who is experiencing a spiritual crisis, such as a client
who is questioning their faith, and work with the client to develop a care plan and coordinate care and
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services, such as providing emotional support or connecting the client with community resources.

In addition to spiritual care, case managers must also be aware of cultural care, which involves providing
care and services that are sensitive to clients' cultural beliefs and practices. For example, a case manager
may provide cultural care to a client who is from a diverse background, such as a client who is from a
different country or culture, and work with the client to develop a care plan and coordinate care and
services, such as providing education and information about cultural practices or connecting the client with
community resources.

A key concept in cultural care is linguistic care, which involves providing care and services that are sensitive
to clients' linguistic needs. For instance, a case manager may provide linguistic care to a client who has
limited English proficiency, such as a client who speaks a different language, and work with the client to
develop a care plan and coordinate care and services, such as providing interpreters or connecting the
client with community resources.

Case managers must also be aware of health disparities, which involves understanding and addressing
health disparities that affect diverse clients. For example, a case manager may work with a client who is from
a diverse background, such as a client who is from a different country or culture, and provide care and
services that are tailored to meet the client's unique needs, such as providing education and information
about health disparities or connecting the client with community resources.

Another important concept in case management is social determinants, which involves understanding and
addressing social determinants that affect clients' health and well-being. For instance, a case manager may
work with a client who is experiencing social determinants, such as poverty or lack of access to healthcare,
and provide care and services that are tailored to meet the client's unique needs, such as providing
education and information about social determinants or connecting the client with community resources.

In addition to social determinants, case managers must also be aware of environmental factors, which
involves understanding and addressing environmental factors that affect clients' health and well-being. For
example, a case manager may work with a client who is experiencing environmental factors, such as
exposure to pollution or lack of access to green spaces, and provide care and services that are tailored to
meet the client's unique needs, such as providing education and information about environmental factors
or connecting the client with community resources.

A key concept in environmental factors is physical environment, which involves understanding and
addressing physical environmental factors that affect clients' health and well-being. For instance, a case
manager may work with a client who is experiencing physical environmental factors, such as lack of access
to transportation or housing, and provide care and services that are tailored to meet the client's unique
needs, such as providing education and information about physical environmental factors or connecting the
client with community resources.

Case managers must also be aware of behavioral health, which involves understanding and addressing
behavioral health issues that affect clients' health and well-being. For example, a case manager may work
with a client who is experiencing behavioral health issues, such as substance abuse or mental health
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conditions, and provide care and services that are tailored to meet the client's unique needs, such as
providing education and information about behavioral health or connecting the client with community
resources.

Another important concept in case management is mental health, which involves understanding and
addressing mental health issues that affect clients' health and well-being. For instance, a case manager may
work with a client who is experiencing mental health issues, such as depression or anxiety, and provide care
and services that are tailored to meet the client's unique needs, such as providing education and
information about mental health or connecting the client with community resources.

In addition to mental health, case managers must also be aware of substance abuse, which involves
understanding and addressing substance abuse issues that affect clients' health and well-being. For
example, a case manager may work with a client who is experiencing substance abuse issues, such as
addiction to alcohol or drugs, and provide care and services that are tailored to meet the client's unique
needs, such as providing education and information about substance abuse or connecting the client with
community resources.

A key concept in substance abuse is recovery, which involves supporting clients to achieve and maintain
recovery from substance abuse. For instance, a case manager may work with a client who is in recovery from
substance abuse, such as a client who is attending a rehabilitation program, and provide care and services
that are tailored to meet the client's unique needs, such as providing education and information about
recovery or connecting the client with community resources.

Case managers must also be aware of family dynamics, which involves understanding and addressing family
dynamics that affect clients' health and well-being. For example, a case manager may work with a client who
is experiencing family dynamics, such as a client who is experiencing domestic violence, and provide care
and services that are tailored to meet the client's unique needs, such as providing education and
information about family dynamics or connecting the client with community resources.

Another important concept in case management is community resources, which involves identifying and
accessing community resources to support clients' care and well-being. For instance, a case manager may
identify community resources, such as transportation or housing services, and work with clients to access
these resources and support their care and well-being.

In addition to community resources, case managers must also be aware of financial resources, which
involves identifying and accessing financial resources to support clients' care and well-being. For example, a
case manager may identify financial resources, such as insurance or government benefits, and work with
clients to access these resources and support their care and well-being.

A key concept in financial resources is benefits, which involves understanding and accessing benefits that
are available to support clients' care and well-being. For instance, a case manager may work with a client to
identify and access benefits, such as Medicaid or Medicare, and provide care and services that are tailored
to meet the client's unique needs, such as providing education and information about benefits or
connecting the client with community resources.
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Case managers must also be aware of advocacy, which involves advocating for clients' rights and interests.
For example, a case manager may advocate for a client who is experiencing a healthcare issue, such as a
client who is experiencing a denial of benefits, and work with the client to develop a plan to address the
issue and support their care and well-being.

Another important concept in case management is ethics, which involves understanding and applying
ethical principles to guide case management practice. For instance, a case manager may apply ethical
principles, such as autonomy or beneficence, to guide their practice and provide care and services that are
tailored to meet the client's unique needs, such as providing education and information about ethics or
connecting the client with community resources.

In addition to ethics, case managers must also be aware of standards of practice, which involves
understanding and applying standards of practice to guide case management practice. For example, a case
manager may apply standards of practice, such as the Commission for Case Management Certification
(CCMCQ) standards, to guide their practice and provide care and services that are tailored to meet the client's
unique needs, such as providing education and information about standards of practice or connecting the
client with community resources.

A key concept in standards of practice is certification, which involves obtaining and maintaining certification
as a case manager. For instance, a case manager may obtain and maintain certification, such as the Certified
Case Manager (CCM) certification, and provide care and services that are tailored to meet the client's
unique needs, such as providing education and information about certification or connecting the client with
community resources.

Case managers must also be aware of continuing education, which involves obtaining and maintaining
continuing education to guide case management practice. For example, a case manager may obtain and
maintain continuing education, such as attending workshops or conferences, and provide care and services
that are tailored to meet the client's unique needs, such as providing education and information about
continuing education or connecting the client with community resources.

Another important concept in case management is professional development, which involves obtaining and
maintaining professional development to guide case management practice.
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