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• Purpose & Terminology 
• Assessment
• Plan
• Case Notes
• Timeliness of Case Management
• Program Specific Information

*Before we begin, not all the information shared in this presentation will be written on 
the slides, to get the most out of this training, use your audio or closed 
captioning services.

Introduction

Presenter
Presentation Notes
Today we are going to take a simple, homestyle cooking approach to case management. We will start with a quick review of our purpose and terminology. Discuss fundamentals of assessment, creating a plan, writing case notes and some quick tips.  Before we begin, not all the information shared in this presentation will be written on the slides, to get the most out of this training, use your audio or closed captioning services.



Purpose & Terminology 

The purpose of this training is to provide an overview of essential case 
management practices.

Presenter
Presentation Notes
The goal of this training is to provide staff with an overview of fundamental case management practices. This training is not specific to a particular funder or program.  We want you to have all the tools and ingredients necessary to provide essential case management activity.  Additional technical and program specific training will be needed.  Your supervisor will assist you with that when you’re ready.   Afterall, no one becomes a Michelin Star rated chef after one training!




Purpose & Terminology 

The language used in this training is not program or funder specific.
• Participant
• Case Manager
• Plan
• Case Notes

Presenter
Presentation Notes
This training is not program or funder specific and sooner or later, every cook will need to make recipe substitutions.  Please adapt the language in this training to meet your needs. In this training, the person who is receiving education, training or other services will be called  a participant.  You may also know them as a customer, client, consumer, adult, youth, or similar name.  A person responsible for case management activity may have various names like career planner, case coordinator, community navigator, community advocate, adult worker, youth worker.  In this training, we will refer to that person simply as a case manager. A Plan may also be known by a variety of names.  If the document explains participant centered long and short-term goals it will simply be referred to as a plan.  Case notes also goes by many other names including touch points, progress notes, case records, reporting and documentation. Thank you for adapting!




Purpose and 
Terminology
We will not be discussing:
• Intake, eligibility
• Discharge, 

disenrollment, exit or 
follow up

Presenter
Presentation Notes
Although very important, we will not be discussing intake, eligibility, discharge, disenrollment, exit or follow up services.  These processes are very specific and unique to program and funding sources. Therefore, it is beyond the scope of this training.  However, we recognize that assessment is often very closely tied to intake and eligibility.  



An assessment, performed by the 
case manager, is a way of 
intentionally getting to know the 
participant better.  
Through assessment we learn:
• Aptitudes and attitude
• History of past successes and 

challenges
• Wants 
• Needs

Assessments

Presenter
Presentation Notes
An assessment, performed by the case manager, is a way of intentionally getting to know the participant better.  Through assessment we learn
Aptitudes and attitude evaluations inform case managers of what the participant likes, dislikes, what they are good at and what activities they prefer to avoid
History of past successes and challenges. This includes a description of what the participant has already achieved, skill and grade level attainment, employment including type of work, duration of employment, soft skills and understanding of any employment separations (e.g.: did they not like the work, scheduling issue, soft skill/interaction challenges, termination, etc.) and if the participant has a current resume.
Wants most often include their education intentions – Diploma/GED attainment, training or certification attainment, or perhaps a degree.  Employment aims include things like the participant’s preference to work full or part time, the shift, and the distance willing to travel for work
Finally, needs.  Needs include basic items such as food security, stable housing, access to healthcare; additional needs may include funding for training fees, books, clothing/uniforms, safety equipment appropriate to their career choice, sometimes childcare and transportation are also needs that must be addressed to ensure the best possible career  results.





Case managers use a variety of 
tools to conduct an assessment 
including:
• Interviews
• Forms
• Valid and reliable 

measurement tools

Assessments

Presenter
Presentation Notes
Case managers used a variety of tools to conduct and assessment. These tools help gather information in an organized way and assist case managers by reminding you to ask and collect all the required information. Tool include 
Interviews -  or purposeful conversation that can put the participant at ease while case managers gather the information they need. 
Forms – which, depending on literacy levels,  can be completed directly by the participant or by the case manager.
Valid and reliable measurement tools come in all forms. You will be provided with and trained on how to use and interpret these tool if your program uses them. These tools may include things like assessment literacy and math skill level attainment like the TABE or CASAS, career interest profiles like My Next Move, and personality inventories traits like Strength Finders.



Assessments

Once you have collected 
information from multiple tools 
it is important to analyze the 
information.  

• Vague answers are not useful. 

• Information may conflict.

Investigate, resolve and 
document the participant’s story.

Presenter
Presentation Notes
Once you have collected information from multiple tools it is important to analyze the information.  

Vague answers are not useful. When you see or hear them, dig deeper:
“in health care” (direct patient care vs specimen collection and lab work  vs. coding and billing )
“with people” (very young, very old, persons with physical disabilities, persons with cognitive disabilities)
“in social services” (ages, setting, safety and welfare, addiction, mental health, domestic violence, refugee services, veteran services, social justice)

When you find results of assessment tools conflict, it’s time to investigate. Critical thinking is needed to identify and address discrepancies in the data! You may run into these actual case examples:
Participant A – doesn’t like people but wants to be a CNA
Participant B – isn’t good working with their hands but wants to be a welder
Participant C -  wants to work in health care and wants a CDL

Resolve these conflicts by asking why they came to these conclusions.  See if there is a way to meet their competing wants or needs. Maybe the participant are unaware of better fits and opportunities. Maybe a particular issue takes priority over others. Closely explore it with the participant.  Document the options discussed how and why the path forward was chosen. This is a key part of the participant’s story.




True or False?

If your program does 
not provide housing 
assistance, there is no 
need to assess for it.



True or False?

False

Basic needs, that could 
reasonably interfere 
with a participant’s 
success if left unmet, 
should be assessed 
and documented. 



Plan

A recipe for success!

Presenter
Presentation Notes
Once you have explored and resolved the vague and contradictory information with the participant and the career has been chosen it’s time to create a plan.  A plan is a recipe for success!




Plan

Case Managers, together with the 
participant, create a plan.

Plans include:
• Long term goals
• Short term goals

Presenter
Presentation Notes
Case Managers, together with the participant, create a plan.  Plans guide the delivery of services that are a direct result of the assessment. Plans are always participant centered.

Plans include:
Long term goals
Short term goals




Plan

Plans include (cont.):
• A list of services* that will help the 

participant achieve the identified goals

*Make sure the services offered are 
allowable in your program.

Presenter
Presentation Notes
Plans also include a list of services that will help the participant achieve the identified goals . While these will vary by program common services include:  
Tutoring/educational services
Job training services

*Make sure the services offered are allowable in your program




Plan

Plans include (cont.):
• Actions to address needs that are 

outside the scope of the program 
via referrals to community 
services.

Presenter
Presentation Notes
Plans include actions to address needs that are outside the scope of the program. Oftentimes, the need for health services – physical and mental, dental, housing assistance and food insecurity are addressed via referrals to other community resources.



Plan • Services, without a documented need, 
must not appear on the plan.

• Each need identified in the assessment 
must appear on the plan until the need is 
met.

Presenter
Presentation Notes
Watch out for things that want to scurry and creep into your plans. Services, without a documented need, must not appear on the plan. Don’t let pests get into the proverbial kitchen!

Instead ensure that, each need identified in the assessment must appear on the plan until the need is met.






Plan
Addressing emergent needs in 

the plan.

• Document the need in the 
case notes. 

• Describe how the need is 
adversely impacting the 
participant’s ability to reach 
their goal. 

• Update the plan. 

Presenter
Presentation Notes
We understand that, over the course of time, a participant’s needs may change.   When this happens, tell the story of what changed and why the need has emerged in the case notes. Describe how the need is adversely impacting the participant’s ability to reach their goal. For example: The parent of a participant’s vehicle broke down and will need transportation until repairs can be completed.  Then update the plan and provide additional services or referrals as appropriate.



True or False?

You can add a service 
to a plan whenever 
the participant wants 
one as long as it is a 
service the program 
provides. 



True or False?

False

All services that 
appear on the plan 
must have a  
corresponding, 
documented need. 

Even if the service is 
part of a program’s 
offerings, participants 
get only what they 
need.



Case Notes

Case notes must tell the 
participant’s story! 

Presenter
Presentation Notes
We’ve already mentioned a little about the importance of case notes.   Think of case notes like mixing the ingredients together to make your recipe come together.  Simply stated, case notes must tell the participant’s story.



Case Notes

Case notes should be driven by key events such 
as:
• Service start/end dates
• Employment changes

• Termination
• Hiring

• Status update on services
• Significant life events

Case management activity and case noting 
occurs as often as necessary to capture the 
participant’s story in real time.

Presenter
Presentation Notes
Timely contact should be based on significant participant events that may enhance or support program outcomes.



Case Notes

Describe the progress of each service 
provided:
• If supportive services/goods were 

provided, were they received in a timely 
manner and adequate for their purpose

• If a drug test was needed, did the 
participant schedule and complete it?

• Do they know where to go, and how to 
get to service location?

Presenter
Presentation Notes
Case notes describe the progress of each service provided 
If supportive services/goods provided, were they received in a timely manner and adequate for their purpose. For example, are uniforms/safety equipment the right sizes, textbook received in time for course, is their transportation sufficient, and was a participant’s child successfully registered for daycare? 
If a drug test was needed, did they schedule and complete it?
Do they know where to go, and how to get to service location?




Case Notes

Progress of each service provided 
(continued)

• Are they on track to complete training 
as scheduled?

• Do they understand the information 
easily or do they need additional 
support?

• What did the participant learn, how will 
they use the information?

• Progress toward each goal in the plan



Case Notes

Case notes may also include:
• Evidence of emergent needs
• Collateral contact
• A review of services that were referred 

out
• Required notes indicating 

transactions/completed tasks:
• Service start and stop dates
• Submitting paperwork for review 

and approval   

Presenter
Presentation Notes
Case notes may also include:  Evidence of emergent needs, Collateral contact – a summary of information exchanged with service providers and other case managers.  A review of services that were referred out. Did the participant successfully engage with the resource? Has their needs been meet or is an additional service referral needed.  Required notes indicating transactions/completed tasks – these are often program specific and may include things like service start and stop dates, submitting paperwork for review and approval. Your supervisor will give you more instruction on these requirements later 




Knowledge Check

True or False

Case noting start and 
stop dates are a 
sufficient description 
of short services



Knowledge Check

False

Case noting start and stop 
dates are not sufficient for any 
service.  Services are put in 
place to meet a need.  Was 
the service sufficient to meet 
the need?  Was the 
participant successful?  How 
will the participant use what 
they have gained to meet 
their goal.  Or how else will 
the need be met?

The participant’s story needs 
to be told!



Timeliness of Case Management

Presenter
Presentation Notes
You’ve gathered your assessment tools and measured your ingredients, you created a plan with services and followed the recipe, made sure there were no pests in the kitchen and you’ve case noted and mixed everything together.  Now we’re ready to set the timer!



Timeliness of Case 
Management

Participant and 
collateral contact 

should be frequent

Responsive to 
emergent conditions

Create tickler 
systems 

Document in real 
time 

Presenter
Presentation Notes
Participant and collateral contact should be frequent.  Stay apprised of what is going on for your participants. 
Responsive to emergent conditions. If a participant is struggling, has dropped out of services or failed an evaluation reach out to them quickly.  A rapid intervention can keep them engaged in programing and get them back on track quickly.  Regrouping weeks later will likely be too late.
Create tickler systems to remind you of important deadlines. Plan to make contact early so there is still time to reach out if the first attempt is not successful
Whenever possible, document in real time.  It is best for case notes to be written at the time of service or shortly thereafter (within 24 to 48 hours).   The more time that elapses, documentation becomes less accurate. Therefore, late case note entry, while allowable, should not be a normal practice.   Late case notes are better than missing case notes.





Timeliness of 
Case 
Management
Timeliness requirements vary 
broadly.  Contact your supervisor 
for the specific requirements for 
your program.

Presenter
Presentation Notes
You’ve gathered your assessment tools and measured your ingredients, you created a plan with services and followed the recipe, made sure there were no pests in the kitchen and you’ve case noted and mixed everything together.  Now we’re ready to set the timer!



Knowledge Check

True or False

It is best for case notes to be 
written at the time of service 
or shortly thereafter (within 
24 to 48 hours). 



Knowledge Check

True

It is best for case notes to be 
written at the time of service 
or shortly thereafter (within 
24 to 48 hours). 

The more time that elapses, 
documentation becomes less 
accurate.  However, late case 
notes are better than missing 
case notes.



Essential Case 
Management

In this training, you learned the basics 
of:
• Assessment
• Plan
• Case notes 
• Timeliness
• The following slides are program 

specific. Review only those that 
apply to you.

Presenter
Presentation Notes
There is much more to quality case management, but you now have enough information to get started.  Sit down with your supervisor to discuss what you have learned and to obtain program specific requirements. Some are on the next slide.



• Case notes are objective, detailed, 
accurate, and timely.
• DWD-DET defines the timely entry of 
case notes as occurring within 10 
calendar days from the date of 
interaction.
• Case notes must be added on a 
regular and frequent basis.

Program Specific
WIOA 

Presenter
Presentation Notes
Some programs have unique requirements.  

WIOA:  Per DWD WIOA Policy, The requirement to utilize case notes to document an individual's status for a specific data element applies only when case notes are an allowable documentation methodology for a particular data element and are being used as the sole method for documenting that element.

EMI suggests that case notes are entered a minimum of every 30 days.
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Employ Milwaukee, Inc.  www.employmilwaukee.org
2342 N. 27th Street,  Milwaukee, WI   53210

Employ Milwaukee is an Equal Opportunity Employer and Service 
Provider.  Auxiliary aids and services are available upon request to 

individuals with disabilities. If you need this information 
interpreted to a language you understand or in a different format 

at no cost to you, please contact Carrie Hersh 
(Carrie.Hersh@employmilwaukee.org) or 414-270-1726.  Callers   
     who are deaf or hearing or speech-impaired may reach us at 

                   Wisconsin Relay Number 711.
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