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Links Community Centre



Case Management and Assessment Policy & Procedures

1. Policy Statement
Links Community Centre is committed to delivering high-quality, person-centred client services that are culturally safe, trauma-informed, and responsive to the diverse needs of individuals. This policy outlines the principles and procedures for conducting client assessments and managing cases in accordance with best practice standards. 
2. Purpose
To ensure consistent, ethical, and effective assessment and case management practices that support clients in identifying and addressing co-existing needs, accessing appropriate services, and achieving meaningful outcomes.
3. Scope
This policy applies to all staff involved in client intake, assessment, referral, case planning, monitoring, and review at Links Community Centre.
4. Case Management Principles
Person-Centred Practice: Clients are active participants in identifying their needs and goals.
Strengths-Based Approach: Focus on client strengths, capacities, and aspirations.
Cultural Safety and Inclusion: Respect for cultural identity, values, and lived experiences.
Trauma-Informed Care: Awareness of trauma impacts and commitment to safe, supportive engagement.
Collaboration and Advocacy: Working with clients and service providers to promote self-advocacy and access to resources.
Confidentiality and Consent: Ensuring informed consent and privacy in all interactions.
Continuous Improvement: Monitoring outcomes, seeking feedback, and refining practices.


5. Procedure: Client Assessment and Case Management
Stage 1: Intake & Initial Assessment 
Purpose: Establish rapport, explain services, and gather initial information.
Template Used: Intake Form
Provide information about the assessment process.
Obtain informed consent for assessment and service provision.
Identify presenting issues and immediate risks (e.g., safety concerns).
Record demographic and contact details.
Stage 2: Initial Referrals
Purpose: Facilitate access to specialist or external services.
Template Used: Referral Consent Form
Discuss referral options with the client.
Explain the purpose and scope of referrals.
Obtain written consent for each referral.
Stage 3: Comprehensive Assessment & Case planning
Purpose: Identify co-existing needs and develop a holistic case plan.
Template Used: Comprehensive Assessment Form & Case Plan 
Explore physical, emotional, social, financial, and cultural needs.
Identify strengths, short term and long needs and goals, and barriers.
Collaboratively prioritise needs and develop a case management plan.
Document assessment findings and planned actions.
Stage 4: Case Review
Purpose: Evaluate progress and update the case management plan.
Template Used: Case Review Form
Conduct regular reviews (e.g., every 3–6 months or as needed).
Discuss changes in circumstances, new goals, or emerging issues.
Adjust support strategies and referrals as required.
Record review outcomes and next steps.
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Stage 5: Monitoring and Evaluation
Purpose: Assess the effectiveness of case management processes and outcomes.
Template Used: Client Monitoring and Evaluation Report
Monitor service delivery and client progress.
Seek client feedback and reflect on own performance.
Use feedback to improve case management practices.
Document evaluation findings and improvement actions.
Stage 6: Case Closure 
Purpose: To ensure that case closure is conducted ethically, collaboratively, and in accordance with Links Community Centre’s commitment to person-centred, trauma-informed care. Closure occurs when the client’s goals have been met, risks are reduced, and appropriate ongoing supports are in place.
Template Used: Case closure plan is included in the case plan template and can be updated upon case closure, including any new referrals made and handover arrangements. 
Procedure:
Review progress: Conduct a final review meeting with the client to assess goal achievement, remaining needs, and readiness for closure. Clearly explain the closure process, including reasons for closure and available post-service supports.
Referral to ongoing supports: Ensure the client is linked to appropriate long-term services (e.g., housing, mental health, community programs).
Documentation: Update the case management plan, including outcomes, referrals, and rationale for closure.
Client feedback: Invite the client to provide feedback on their experience to support service improvement.
Follow-Up contact: Schedule a follow-up check-in within 4–6 weeks post-closure, as per Links Community Centre’s continuity of care guidelines.
6. Child Safety Reporting (if applicable)
Purpose: Ensure child safety and comply with mandatory reporting obligations.
Template Used: Child Safety Report Form
Identify and document child safety concerns.
Consult with supervisor and Child Safety Officer.
Submit internal report and follow organisational protocols.
7. Review and Continuous Improvement:
This policy will be reviewed annually or as required to reflect changes in legislation, practice standards, or organisational needs.
Staff are encouraged to participate in reflective practice and contribute to service improvement initiatives.
8. List of Appendix – Templates 
	Name 
	Description 

	Intake Form
	Used to collect initial client information, establish rapport, and identify immediate needs and risks.

	Referral Consent Form
	Documents client consent for referrals to external or specialist services.

	Comprehensive Assessment Form
	Captures detailed information about the client’s co-existing needs and strengths.

	Case Plan Form
	Outlines the client’s goals, priorities, and planned support actions.

	Case Review Form
	Records progress updates, changes in circumstances, and revised support strategies.

	Client Monitoring and Evaluation Report Form
	Assesses service effectiveness, gathers client feedback, and identifies areas for improvement.

	Child Safety Report Form
	Used to report and document child safety concerns in line with mandatory reporting protocols.
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