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What is case management (CM)?

A collaborative
approach to care
focused on meeting
individual and
family needs

A promising
intervention to
improve integrated
care for patients
with chronic
conditions and
complex needs 

Assessment of
patient’s needs and
preferences

Development of a
patient-centred care
plan

Coordination among
health and social
service partners

Education and self
management
support

4 components:



Implemented and evaluated
CM for individuals with
complex health and social
needs in 5 Canadian
provinces

Scaling up CM in Quebec
and New Brunswick

Program background



Researchers, patient
partners, and healthcare
providers

Team members from
Quebec, Newfoundland
and Labrador, New
Brunswick, Nova Scotia
and Saskatchewan

> 7 years of experience
working together

Our research team: 



Clinical tools developed in Quebec to assist
with program implementation

Tools added to assist with patient and
provider engagement 

Working group formed to refine and develop
the toolkit 

Our toolkit



Clinical tools
Virtual training modules for case
managers

Forms providing tips and
processes 

Initial assessment form and a
formalized care plan

Implementation guides 

Screening questionnaire for
complex needs

Our  toolkit

Recruitment and engagement tools
Patient journey map

Scripts for clinic staff

Patient and provider leaflets 

Videos explaining the benefits of case
management





Preparing for scale-up 

Meetings with government, health
authority, and clinic representatives

Presenting tools and resources to local
teams

Adapting forms and resources to fit local
contexts and settings



Accounting for current practices
and documentation methods
Provincial dynamics impact
inclusion criteria (rural vs. urban
environments)

Setting Provincial differences

Access and information sharing

Hospital and primary care setting
Adaptations to training, standard
of care, etc. 

Access to information varied by
province and setting
Different methods of information
sharing in place 

Key adaptations

Time and resources

Staff or healthcare team time
available for the intervention impacts
caseload and eligibility 



Co-building for adoption and sustainability

Building partnerships

Learning from diverse partners at the national, provincial, and clinic levels

Flexibility and receptiveness to adaptations



Thank you!

QUESTIONS?
Contact: 

Charlotte Schwarz cschwarz@unb.ca  
Donna Rubenstein donnaruben@gmail.com 
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