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1. CONTEXT
1.1 Introduction

This document presents National Practice Principles in SAAP Case Management. It
has been produced by the National Case Management Working Group.

With the introduction of case management in a large number of SAAP services across
Australia, it is important to promote the establishment of uniform quality within various

approaches to service delivery. It is expected that each State and Territory will use the
framework as a basis upon which detailed State specific

service standards are developed or ratified.

National practice principles which underpin SAAP case management need to be consistent
with broader program initiatives, and be specific to case management. In order to be useful to
service providers and result in better outcomes for service users, these principles need to be
clearly linked to practice.

This document is set out as follows:-
Section 2 discusses the purpose, and types of practice principles.

Section 3 outlines principles for SAAP services generally, which should underpin all
service provision. This provides the context for the development of specific SAAP case
management practice principles.

Section 4 presents the National Practice Principles in SAAP Case Management and
indicators of good practice.

2. PURPOSE OF PRACTICE PRINCIPLES FOR CASE MANAGEMENT

2.1 Purpose

The establishment of nationally agreed practice principles for SAAP case
management are important for a number of reasons:

To provide clear guidelines to all stakeholders on what can be expected from a SAAP
service-

To ensure clients know what they can expect from a SAAP service and to ensure clients
receive consistent quality service.

To inform practice, increase understanding of needs, provide feedback to services and
develop more effective intervention.

To assist In improving and assuring the quality of service provision.
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To promote a consistent quality of service provision across all SMP services-

To provide a tool by which service delivery can be evaluated and reviewed, and
which quality assurance strategies are implemented.

3. PRINCIPLES
3.1 Introduction

Case Management principles were identified in the 1994 Case Management
Discussion Paper, circulated to all SMP service providers prior to the 1995
National case management consultations.

When these principles were work shopped nationally, the principles which were
consistently affirmed as essential by service providers included:

Duty of care, including safety and security for clients and workers 8

Practice to be underpinned by a user rights culture incorporating
empowerment, client focus, client directed service, and client involvement in

planning and decision making

Needs-based service delivery incorporating flexibility in service models and all
aspects of service delivery

Confidentiality and privacy

Culturally appropriate service provision.

Principles are generally articulated in or interwoven with SMP standards or similar
guidelines at individual State/Territory levels.

It is important to note that 'principles' may often be accurately described as 'process'
standards. They describe the good professional or organisational practices
necessary to deliver quality services. They are focused on maintaining and
promoting the civil, economic, political and social rights of clients.

Principles should be the overarching, guiding basis for practice. Within this, the
development of more specific, measurable standards, which relate to the impact of
the service on individuals, is essential.

The section proposes nine core principles for SMP service delivery overall. These
provide a framework within which the practice principles specifically relating to case
management have been developed.
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3.2 Principles underlying SAAP service delivery

(i) Protection of human rights and freedom from abuse.

This includes:

legal and human rights of each client and worker are upheld in relation to

the prevention of sexual, physical, financial and emotional abuse within SAAP
services

each client is provided with opportunities for enhancement of dignity and

a positive self image

each client receives least intrusive, appropriate intervention from a SAAP service

SAAP services ensure duty of care in all service delivery practices.
(i) Confidentiality, privacy and access to personal information

This includes:

each client's right to privacy and confidentiality is acknowledged and

maintained

each client is informed about confidentiality policies and practices at

every stage of service delivery

information about each client is collected by lawful, fair and non-intrusive

means

only information which is necessary for the delivery of the SAAP service is

sought from clients

each client is advised of the purpose for which information is requested, the type of
information kept, and the person( s ) to whom the information

will be made available/disclosed

each client has the right of access to personal information held by the
agency/service, and is informed of steps to take if he/she wishes to obtain

access

clients are advised of the limitations of service's confidentiality policy eg subpoena to court,
child protection notifications.

(iii) User rights upheld
This includes:

utilisation of a dispute process which does not jeopardise the right to

service

each client is made aware of, is supported in, and has access to complaints and dispute
resolution procedures

each client is provided with information about the nature and choice of available services,

rules and conditions
.equity of access within what the service offers is assured.
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(iv) Client self-determination
This includes:

each client is supported and encouraged to achieve the maximum
possible degree of independence and patrticipation in the community
that the client desires

each client receives service which aims to enhance his/her self-reliance

each client receives service which is client focussed and client directed, within the
parameters of SMP

each client participates in all stages of the case management.

(v) Needs-based service delivery
This includes:

each client has access to service based on assessment of relative need

and available resources

each client receives a service which is designed to respond to his/her individual
needs, which is timely and relevant, and which is planned with the individual
each client receives a service which is holistic in approach, focussed upon client
strengths, successes and achievements, and present and possible future needs
each child accompanying adults to SMP services is provided with support,
protection and services based on assessment of her/his individual needs within
the family context

each service will develop appropriate external networks to enhance positive
outcomes

SMP will offer flexibility within service models, and all aspects of service delivery,
and responsiveness to individual need.

(vi) Non-discriminatory access and non-judgmental support
This includes:

each client is provided with non-discriminatory access to SMP services,

within the service scope and target group

each client receives non-discriminatory support and response to needs, provided
in a non-judgmental manner within the scope, target group and capacity of the
service

each service will be provided in settings which are comfortable and non-
threatening to the client, and which encourage client participation.
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(vii) Culturally appropriate service provision
This includes:

each client receives a service that is sensitive to, and respectful of his/her
cultural and linguistic background and values including the importance of preserving
significant networks and/or relationships.

(viii) Effective and efficient management
This includes:

service management which is efficient, transparent and accountable to all
stakeholders

service management which ensures co-ordinated, planned and reliable
service delivery

each client is provided with genuine opportunities for participation in
consultation and planning of services

each client receives services from trained and skilled service providers, delivering services
in an ethical and professional manner

each client receives predictable, consistent service provision based on articulated
principles and standards.

(ix) Duty of Care
This includes:

service management which exercises reasonable skill and competence
the adoption of appropriate standards of care

the development of guidelines/protocols and provision of opportunities for appropriate
intervention to protect and assist the client

safety and security procedures are implemented to ensure the safety of
staff and clients.

4.  FRAMEWORK FOR PRACTICE PRINCIPLES FOR SAAP CASE
MANAGEMENT

The elements of case management (agreed to following the National consultation of
the SMP case management process) have been used as the framework for

developing national practice principles in SMP case management. These
elements are:

4.1
4.2
4.3
4.4
4.5
4.6
4.7
4.8

Entry/Screening

Assessment

Planning

Direct Service

Co-ordination (including referral)

Monitoring and Review

Exit Planning, Case Plan Closure and Follow-up
Evaluation
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In addition, Record Keeping which is an important underlying tool in case management is
assumed to be incorporated in the practices utilised in the eight elements of case
management.

Each of these dlementsis included in the following standards. A number of principles have
been developed for each element, and indicators of good practice are included.

The Elements of Case
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