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Presentation outline

The TAC model of Case Management
Documentation of SMART objectives
The Yooralla journey towards SMART documentation

Measuring the outcomes of Case Management
Intervention

Demonstrating effectiveness of service provision
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TAC funded Case Management services

Provides intensive support during times of significant
change in client needs and/or circumstances,
Including:

Planning discharge to the community

Transition planning eg. transition to residential
care service

Re-establishing client roles in the community, at
home, in school or work and in leisure activities

Proactive contingency planning and crisis
Intervention

A
mc COMMISSION



TAC funded Case Management services

Services are client-centred and holistic

Form part of the TAC Lifetime Support approach
iImplemented by TAC Support Coordinators

Reporting and practice requirements fit with the CMSA
National Standards of Practice for Case Management




Episodic funding

TAC purchases external case management for time
limited periods under an episodic model of care

Episodes are for no greater than six months duration

Includes all work required to:
conduct the Individual Assessment
develop an Individual Plan and gain necessary
TAC approval
Implement Individual Plan and submit the
Outcome Report
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TAC Case Management Panel

19 Case Management agencies across Victoria plus
one in NSW

Agencies work under the Service Provider Agreement
(SPA) — outlines specific requirements of agencies

Agencies selected through a tender process which
requires agencies to demonstrate their knowledge of
local disability services and/or injury specific expertise
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Client Individual Plans

Individual Plans cover four life areas:

Home and living
Educational and vocational
Recreation and leisure
Community independence

A
mc COMMISSION



Client objective

What is it that the client wants to achieve?
In the client’s words (where possible)




Case Management objective

What will be the outcome of Case Management input
towards the clients objective, within this episode?

Informs the client, Case Manager and the team exactly
what will happen during the episode

Demonstrates to the client the purpose of the
Intervention




SMART Case Management objectives

CM objectives must be SMART

S = Specific

M = Measurable

A = Achievable/Attainable
R = Realistic

T = Timely




Yooralla's ‘'SMART’ journey

Being proficient in the documentation of SMART
objectives is reliant on three main elements:

The Organisational Philosophy

Case Managers having sound individual planning
and goal setting practices and sound case
management principles

And most importantly

Embracing and understanding the SMART
approach




Embracing the SMART approach

Thorough exploration of:

How SMART objectives reflect best practice
framework

How to write/document SMART case management
objectives




Embracing the SMART approach

Explored through:

Weekly team meetings (multiple perspectives and
dimensions)

Supervision both internally (client review) and externally
(Bouverie Family Centre)

Peer support and networking

TAC Support Coordinators
Practice

1
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j1 Not sure what 'Time ++' - might consider expanding this if it's not something audience will know
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Key considerations in reflecting best
practice framework

Timing of actions/outcomes reported must be
transparent and considered

Issues of when, frequency and duration is always stated
The role of the Case Manager is not ‘hidden’

Equal value to perceptions of benefits as rated by
client/family/service providers is crucial

Un-SMART/vague plans = vague outcome/action
reporting




How to write ~MART Case Management
objectives

What makes a objective?

Is unambiguous and clear-cut
Outlines exactly what is going to be achieved

If someone external was to read the objective they
would have a very clear understanding of what is going

to happen




How to write S '~ ART Case Management
objectives

What makes a objective?

How will the statement be measured: determinable,
computable, quantifiable, quantitative, can be surveyed

Outlines what evidence will indicate achievement

Allows the client and case manager to identify their
progress towards the objective (client goal)




How to write SM ~ RT Case Management
objectives

What makes an objective?

If there are available resources to meet the objective

If in the process of setting the objective the Case
Manager takes responsibility for the objective

Is consistent with the clients goals, abilities and support
needs




How to write SMA T Case Management
objectives

What makes a objective?

Barriers to meeting the objective have been identified

A sequence to support the client achieving successive
goals has been identified

The objective will allow the client to move towards their
larger more generic goals




How to write SMAR = Case Management
objectives

What makes a objective?

The objective is linked to an acceptable timeframe for
the goal to realised

Establishing a timeframe will inform the process of
evaluation and prompt the Case Manager to consider
the ongoing goals/needs of the client




Case study — SMART objectives

26 yr old male with mild/mod. ABI sustained 1.5 yrs ago
Lives at home with parents and younger sister

Independent in activities of dalily living, including
community access

Mild cognitive difficulties, no behavioural issues, but has
lost touch with old friendship group

Interested in fishing and football
Client Rec/Leisure objective:

“To get out and do more fun stuff”

What is an example of a Case Management objective for a
standard episode?




Case Study - SMART objectives

Client goal:
“To get out and do more fun stuff”

Un-SMART Case Management objective:
Support client to attend the football

SMART Case Management objective:
To work with the client until April 2006 to
complete application for membership to the
football social club and link client in with other
members from the social club to provide
transport to and from football matches during the
football season.
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SMART objectives

Work with discharge and community treating team to
identify and procure attendant care support so client can
return to his father's home by 29 April 2005.

Engage community treating team to complete
assessment of clients ability and readiness to pursue
short courses by the end of the episode.

To work with client, family, school and therapy team
during term 2 to set up supports that enable client to
Implement the graded return to school program.

To determine most appropriate accommodation for
client and facilitate move by end of July 2005.
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Case Management outcome reporting

Reporting against whether the Case Management
objective was achieved and/or barriers to

achievement

Includes description and rating




Client outcome reporting

How the client feels about their progress towards
their objective

Should be in the client’s words wherever possible
Important to determining impact of intervention




SMART approach and Case Management
Outcomes

Evaluating Client, Case Manager and Organisational
Outcomes - Five Key Questions:

Has the Case Management intervention been effective?
Are people doing it?

Are people doing it right?

Is it changing people’s lives for the better?

Is our service learning from the process?




TAC Case Management KPIs

KPIs introduced in September 2005

Feedback provided to Case Manager following
submission of Individual Plans

Significant improvement seen across all KPI areas over
proceeding months

Targets will change as services mature
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TAC Case Management Key Performance
Indicator’s (KPISs)

Measure all Individual Plans and Outcome Reports
submitted to the TAC for the following aspects:

Timing of intervention

SMART objectives

Level of intervention matches the funding approved
Overall rating of the plan (impact on client)

Number of CM objectives achieved

Completion of client outcome reports




TAC Case Management KPIs

Rating Measure Target

Individual Plans
Number of Plans addressing all life areas 76 94% 95%
Plans with a clear link between Assessment and
Plan 68.5 85% 90%
(scoring 1 for a good link and 0.5 for some link)
Case Manager objectives are specific 208 85% 80%
Case Manager objectives are measurable 199 82% 80%
Case Manager objectives are realistic 222 91% 80%
Actions to meet objectives are appropriate
(Some actions appropriate=0.5, All appropriate 223.5 92% 80%
actions=1)
Plans with review dates for all actions 74 91% 95%
Plans W_here Case Manager obj_ectlves are 79 89% 90%
appropriate for the level of funding approved
Average overall rating of plan (out of 5) 279 3.4 4
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TAC Case Management KPIs

Rating Measure Target

Outcome Reports
Number of Outcome Reports received 52
Reports submitted to TAC within five
months of plan starting date (or extended 40 77% 90%
dates agreed)
Clear reporting against Case Manager 145 82% 90%
outcomes
Case Manager objectives achieved within 0 0
the episode (CM Assess) 93 1% 80%
Assessment of Case Manager objectives 0 0
matched the TAC assessment 238 6% 80%
Client outcome report documented for all 48 9204 95%

objectives
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What Is the impact on the client?

Quotes from Client Outcome Reports:

Home/Living: “l love living in Ormond — | can use my
scooter to go shopping and am close to two train
stations to get into the city and to visit family”

Educational/Vocational: “I'm very happy using my
computer independently”

Recreation/Leisure: “l keep in regular contact with my
friends now and can’t wait to go to a friends wedding in
November”
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What Is the impact on the client?

Need to determine the impact of quality Case
Management intervention on client outcomes

Community Independent driving 1
Independence

Max. indep. with CADL'’s

Home/Living Live with family 5
Implement respite plan 1

Rec/Leisure Max. indep. Rec/Leisure 2
Est. friendships/social 2 1

Vocation/Ed Work full-time 2
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Summary

Setting SMART objectives is integral to being able to
measure the impact of Case Management

Yooralla - training and extensive ongoing review to
make the professional shift to documentation of SMART
objectives a standard practice

KPIs need to be set and monitored on an ongoing basis
to demonstrate change

Need to be able to link quality Case Management
services with life outcomes for clients
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Contacts

Cath Burns, Yooralla Society of Victoria
Phone: (03) 9831 5661
Email: cath.burns@yooralla.com.au

Kate Kerr, Transport Accident Commission
Phone: (03) 9664 6385
Email: Kate Kerr@tac.vic.gov.au
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