
An innovation 
based on 
improving 
practices and 
interdisciplinarity, 
supported by 
evidence, and 
offering an 
implementation 
toolkit.

Complex needs 
and frequent 
use of 
healthcare 
services : a huge 
problem

80%

10%

35%

5%

Health center WITHOUT case management program

Evolution of the 
number of people 
who frequently 
use healthcare 
services within 
health centres 
with and without 
case managers

Health center WITH case management program

N
um

be
r o

f p
eo

pl
e 

w
ho

 fr
eq

ue
nt

ly
 u

se
 

he
al

th
ca

re
 s

er
vi

ce
s

(6
vi

si
ts

or
 m

or
e 

to
 e

m
er

ge
nc

y 
ro

om
)

400

300

200

100

0

700

600

500

2013 2014 2015 2016 2017

80%

POPULATION
10 % of 
population 
generates 
80 % of 
health 
expenditure10%

35%

5 % of ER 
patients 
generate 
35 % of 
visits

5%

Accessibility
Fluidity
Integration
Patient experience
Health

Professional satisfaction
System performance

People with complex 
needs and relatives

Case managers 
in primary 
care clinics

Chronic diseases 
Mental disorders 

Social vulnerability

Inappropriate use of services

Standard of 
practice and 
evaluation 
indicators

Case managers in 
health centres

Approach An organizational innovation to improve 
patient experience and healthcare system 
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