
What is good Case Management?



The truth as we know it:

There are very few persons served in housing 
that do not have behavioral health challenges.

The individual served-staff rapport is key to 
effective case management.

So “How do we do this?”



What are the characteristics of a case 
manager? 

Advocate Active Collaborator Organized

Empathic Educator Non-judgmental Assertive



Broker of Services



Stages of Case Management

Intake

Assessment of needs

Service planning

Service plan implementation

Service coordination

Monitoring and follow-up

Reassessment

Case conferencing

Crisis intervention

Case closure



3 Key Principles

BUILDING TRUSTING 
RELATIONSHIPS

EMPOWERING YOUR 
CLIENT

UTILIZING EVIDENCE 
BASED PRACTICES



Building Trusting Relationships



Engagement

Is a process not an event, It does not happen overnight

Successful engagement varies from client to client

Case worker communicates their role clearly

Consistent and reliable

Allow client to exercise control in the interaction

Uses Open Ended Questions

Develops a shared reality with client



Reflective Listening

Most statements have multiple 
meanings. Reflective Listening is a 

way of checking rather than 
assuming that you know what is 

meant. 

It helps people think things 
through on their own. They get to 
hear their own struggles. It raises 
self-awareness and helps people 

feel understood.

When a person speaks, s/he is 
trying to communicate a meaning. 
This is often coded imperfectly into 
words. The listener has to hear the 
words accurately and then decode 

their meaning.

The listener forms a reasonable 
guess as to what the person means 
and gives voice to this guess in the 

form of a statement.

The speaker then has the 
opportunity to validate, elaborate 

or change what s/he meant. 



Reflective Listening

Repeating: Repeat elements of 
what the person has said

Rephrasing: Stay close to what was 
said but substitute certain words or 
slightly rephrase what was offered 
to help clarify further

Paraphrasing: Offers a major 
restatement by reflecting back in 
new words, but not new meaning. 
This can help people add new 
words to their experience

Reflection of Feeling: Reflects back 
what person seems to be feeling 



What are some pitfalls if we do not explore 
the client issues thoroughly? 

We may make assumptions, jump to conclusions, move too quickly, 
and may sabotage our efforts to get meaningful work done.

If the only thing we do is ask questions, it can be very intrusive for 
the client



Empowering your Client



Finding Common Ground

The client and worker may have different ideas about what the central issue of 
supports needed is and/or what the priority for change is

In order to create an alliance with a person, we have to be in agreement about 
the work to be done

We must be aware of our own agenda, and willing to give up the notion that we 
can control someone else’s life

Non-threatening activity allows the client the opportunity to check out and get 
comfortable with the worker with no demands placed on them



Building Motivation for Change

Build Build Trust: Be consistent, trustworthy and honest

Know
Know the Person: It is impossible to assist someone 
in reaching goals or making changes if we don’t 
know them and what motivates them. Goals must 
make sense and be relevant to the tenant

Assist Assist in Preparation: Help people plan for and 
anticipate what to expect



Building Motivation for Change

Assist in Goal Setting: 
Help plan and anticipate 
steps, obstacles, feelings, 
resource needs and offer 

support during the 
process. Explore positive 
and negative effects of 
achieving desired goals 

and the steps to reaching 
them

Provide Support: Highlight 
coping skills that will help 

client through this 
process. Help develop 
coping mechanisms to 
deal with setbacks or 

losses. Acknowledge small 
steps. Celebrate 

accomplishments

Establish a Contract or 
Agreement: Services are 
designed to help people 

remained housed and 
stable, and to help meet 
their intended goals. It is 

helpful to spell out exactly 
what services you offer to 

assist in reaching their 
goals



Resistance

Avoiding Avoiding telling the client what to do and, instead, present 
options. It is preferable to state the most positive option 
last

Exploring Exploring both sides of an issue. One-sided focus increases 
reactance 

Presenting Presenting options for change in matter-of-fact manner so 
that the person does not feel like they need to react to 
your over-investment 

Addressing Addressing one specific problem at a time

Working Working with the client wherever s/he may be at along the 
spectrum of change

Avoiding Avoiding the demand that a person be aware of the need 
to change



Use Client Symptom Tracker

HELPS BUILD 
RAPPORT AND TRUST

NORMALIZES 
CONVERSATION 

WITH REGULAR USE

HELPS CLIENT AND 
STAFF MEMBER 

TRACK CONCERNS

USEFUL TOOL WHEN 
CLIENT RECEIVES AN 
APPOINTMENT WITH 

ANY MEDICAL 
PROVIDER

HELPS TO GAUGE USE 
OF MEDICATIONS



Week 1 Week 2 Week 3 Week 4

How many hours are you 
sleeping a day? When?

How is your appetite?

Any changes in 
medication since our last 
meeting?

Are you taking your 
medications as 
prescribed?

How would you rate your 
anxiety on a scale of 1-10?

How would you rate your 
depression on a scale of 1-
10?



How would you rate your 
anger on a scale of 1-10?

Have you used alcohol or 
other drugs since our last 
meeting?

Have you experienced 
any hallucinations since 
our last meeting?

Any suicidal thoughts 
since our last meeting?

Are you experiencing any 
other MH symptoms?



Evidence Based Practices



EBP is a process case managers use to guide and inform the delivery of 
services, integrating the following four components:

Current client needs, situation and environment

Best available research evidence

Client values and preferences

Case manager’s judgement and expertise



Evidence-Based Practices

ASSERTIVE 
COMMUNITY 
TREATMENT

MOTIVATIONAL 
INTERVIEWING

TRAUMA INFORMED 
CARE

CRITICAL TIME 
INTERVENTION

PERMANENT 
SUPPORTIVE 

HOUSING

HOUSING FIRST SUPPORTED 
EMPLOYMENT
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