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Integrated Case Management (1CM)

The Integrated Case Management project is an initiative between the Ministries of Social
Development, Childten and Family Development and Citizens’ Services to replace outdated and
inflexible information systems used to deliver critical social programs such as child protection
services, child care subsidies, income assistance and employment programs.

At present, information systems that were custom-built almost three decades ago have been
modified, patched and extended over the years to meet changing business needs and are now
obsolete and struggling to support the complex range of services delivered by each ministry.

Integrated Case Management will introduce better tools for front-line workers and service
delivery partnets, and suppozt the business transformation underway in each ministry. This will
result in better outcomes for clients, through coordinated planning, consistent service standards,
approptiate information shating, and service delivery options.

ICM will ensure critical case information is safe, secure and accessible, to protect and support
the citizens of British Columbia.

ICM will imptove the way both the ministries of Social Development and Children and Family
Development manage client information and deliver services.

Clients will no longer be asked for personal information multiple times and services will be
based on up-to-date comprehensive information.

The cost of the project is $181.8 million over six years.

The Province has putchased state-of-the-art softwate and entered into a six-year agreement with
Deloitte Inc. to develop and implement the Integrated Case Management solution.

The ICM project is taking a 5 phased approach with Phase 5 scheduled to be completed in late
2014.

Phase T was implemented on November 29%, 2010 on time, on budget and within scope.

The new system will enable us to link public spending to client outcomes — resulting in
improved accountability and transpatency in the social sector and provide crucial information to
suppott social policy and program changes,

'The ministries of Social Development and Children and Family Development spend $3.4 billion
annually on key social ptograms such as child welfare, child care, services for children with
special needs, income assistance, and employment programs. These setvices are deliveted by
4,000 front line workers and over 12,000 contracted setvice providers (including foster parents)
and delegated Aboriginal agencies with over 25,000 employees. More than 200,000 individuals
and families access these services every year,
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Purpose of Today’s Session T

1. Provide ICM background
Review practice change process flow

Review basic ICM architecture & process flow

> w D

Use Virtual Views of the ICM System to
demonstrate functionality for Phase 2

5. Answer your questions
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Vision for Integrated Case Management

¢ In a secure manner
= through the <

The ¢
that

This includes ! Fig

o facilitate provision of Zens, as

well as de identified aggregate information for research, evaluation and plannlng at
the program, ministry and sector level.
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From Limited cross program and ministry - To Appropriate and secure information sharing =~
: information sharing focused on government - (inclu vider: sopleand
| structure ol

_| From Inconsistent information sharing practices
- | and training

From Inflexible, complicated and siloed service
delivery

From Limited communication and access options
(regional client and service provider )

From Ministry determined business application and;;
information architecture standards -'

From Limited information decision making

From Inconsistent application of privacy legislation |
.| and policy
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Key Objectwes

< — through improved access to effective services

=P » — provide the technology required to meet the
Mmlstnes busmess requirements, innovation and the future workplace;

S 2 1 » — provide integrated service delivery between programs
and Wfth contracted service providers;

" — provide better tools and simplified business processes to
enable staff to spend more time in direct delivery of services to clients;

= — appropriate information sharing with all

levels of government fo provide better integration of services; client access lo
their own data;

-' ~11 — improve information controls, consistent application of
pollcy and better secunty fo enhance the privacy of personal dala;

= — replace an aging and inflexible mission critical
system (50+ ancﬂlafy systems).
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Retired/Retiring

Types of Personal Information

v Full Name

g,

:;:/‘@’ Tull Name +
<7 Full Name ++

Revaston Dace: Sepr Ly 2004

IMme
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Generic Case Management (Out of the Box)
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ICM Project Timelines
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We areygse 2
here

Jnths

sasic Case
Management

Basic Case Management
functionality for front line
workers (eligibility
determination)and web
- channel access for selected
- contracted service -
- providers

 Provides standards,
_common business -
-~ process and tools for . -
- front-line-workers to.do
- their jobs effectively
~ CFD:2,500 users: -

Implemented
November 29, 2010

501,800 users S

_ Budget35.6m

14 months

: Paym_e_ht',-._ Providers &
.7 Contracts

Full Case Management,
Cc_i__n_tract Management,
Financial Management
- and Service Provider
Management. -~
functionality -

Enables improved |
“back-office” processing .
oniCM - ..

CFD: 3,500 users -
SD: 2,200 users

- ... Budget 40.5m
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Governance in a Multi-Ministry Projec
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Sec. 13 concems

;| Men-specialized cases

S UNATorDICS B Y AGS)

“Specaiized + FCSNA ¥ ECOmap

777 BSNA

. SCI’EE‘[‘III’!Q

' Scrt_e_._eni_ng' :

Sormtzed 1 SSNA - EoTep

. 'Specialized + BSNA + Ecomap.

-~ Buneld
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ICM STRUCTURE T P n s
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CFS Scenario
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Contact Summary View

Contacts Home | Contacks List | Consumers List

Eili Rooney 1 [{] 1of0 [v] 1]
I Menuw T New o Delete L Query il IR ;
Last Name:™ [ROCNEY | A Last Name: [ROONEY | bate of Birth:[1986-2un-03 B Person ID MIS: 1001323 |
First Mame:™ [BILL | AKAFirst Name: [EILL j Age: Person ID 1CM: [1-1718257 b
piddle Name(s): [T | Gender: | v Deczased: T HSD Local Orffice: | L
Title: T w! Identity verified: ¥

ey %'CUDY:_.E-{.ZQUEM
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Contact Aboriginal View

Contacts Home | Contacts List

B S

AKA Last Name: [Bioggs Date of Brth: | 1972-Feb-16 2] _
Age:138 =] Person 1D I&M: 11‘240?51207
Decmased: [

ttachments | Notes'| Tdentification’ [ Activities | Profile | income Details | Assefs 1 C:

. Best Practices

Possibly Aboriginal: 7 Father Registered: W Mats Status:
Living On Reserve: 7 Faﬁ'ler Commdhlﬂﬁand' m | Mets Membership No: {i::l
/Living Community/Band: |64 Covichen Trid | : i~ MetisProvincialNo: [ |
B P T 4 Metls L ocal Not

Aboriginal Clar: / Family Status: | - &

., Band Fax #: "B*“dfc""’mm"“f""o"g"“  Cowichan TEI | ' T
Person Contacted: | John Henry | . CriginBand Phone :

Belegated Aboriginal Agency Involvemerst: Origin Band Fax
Mother Registared: I T pssaciate Numbere: |

irninity Band: "]E&"Eé«m&iah'r'ﬂ]'[fg Other Ancestry:

-14 -
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Request Service Child éﬁr: Subs

1-9330468
Menuw 0 iNew | Delete | Query ooy o Checkin

Owner: | IKLER ol Status:™ Open -

Priority:*| 3-Standard v Sub-Type:|Chid Core Subsidy ¥ Service Office: |AGZ - TRAL - €0 (4| Sub-Status: | i
Due Date: |2011-Apr-12 = Sub Sub-Type:| - Loeal Office: |10 o] Closeds 10000 =]
LastNames [00 oo daha i Start:[2011-Feb-10 04: B | Contact Method:™ web Resalution: | v
First Name: Created:™ W Memos: | ! Resolution Description: | @
i i

-15 -
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incident Details View

e S e —
loedi o~

‘saved Queriess: All Incidents

19SIA-OUOTL
: CNew o Copy_ L Query.

Type and owniers

Tncldent Number:*{9SIASUO7L | Type:* Protection Ministry:|
Priorizy:* [ High i Sub-Type:! Owner(s):* | ALEVINE
Due Date: r‘—m—”—E Sub Sub-Type: | Service Offlce:!
Date Reponﬁ:*@ Created By: T*__ Loca! Office: W Resplution: |
Date Occurred: (B/15/11 12:00 PMER | Created:* 8/21/2011 12:00 M 88| vemo:| & Resolution Description: |

After Hoursdv E r

tof1 ]

‘Reporter Information. . e
Repotter: | Address: | i Phone:|
Report Method:: iw Chry:! E-Mail: |
Reporter Type: ! [ Postal Code: |
Preferred Contact Method: | v Provinge::

| Case Number; | 46850-16546401 Case Serlal #: ; Case Owner:| LPERICNS

Date of Birth:| - - -

Account Name:| =B Type:; Address: ; City:|
nmn-wm—“_w——m"—l_mmmu—m‘—mm——w——-ﬁ—'ﬂ—“———m—:—

Aboriginal: 77 Request Reply: [ Confidential: &
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Complaint Details View

(@ Activites | Attachments
Incidents Home | Incidents Lists

e S R
Types* | Organization:™| -~ Status:™|

Locations | < Sub-Type: il owner{s): [T | Sub-Status |

ity | SubSub-Type:| Clased: |

Created By: ™|

Resolution: ‘

Complaint Details

S Menu~_-Ouery -

Primary Category: f Secondary Category: |
Primary Sub-Category: ':: Secondary Sub-Category: |
irmvoled Agency 1: e Involved Agency 25| -i

i

Made by Youth: F RC: ¥

iLevel Comments Menuw | U Ouery.

Comemerits:
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CFS Assessment View

*Open Cases

AshleysCPS Case

Case Name:=[Ashley's CFS Case. | Case Stalus:™[Open':s i Primary Contact: |Ashley Rae Coates™ - i<l Created Date:*[2011-Jan-297:
Case Numbers *[ 1211257287700 | Assigned Tor* |SELLIOTT 000y 2| Minstrys [MERD o ] Last Updete Date:™ | 2011-Feb-17"
CaseType: *ICFS, - Rl O‘Fﬁce|322~5urreyhlnrﬂ1 E}l Restricted: &

> 2f17/2011 Istrength and Needs Assessment #ishley Rae Coater St o
2/14f2011 Family and Chifl Assessinent Ashley Rae Coates 2f15{2011
2/14f2011 Universal Needs Assessment Ashley Rae Coates 2f14/2011
2132011 Basic Needs Assessment Ashley Rae Coales 2111/2011

. : o e i e e e "
2 Altruism Caring [ Sharing Attitude Applicable o a 0 g
3 Masbery Learning Applicable [} 0 v
4 Mastery Socal Interaction Not Applicable 0 0 =

1 [ 1eft [3] 1EE]

frem Comments Menvw i

Commentss

3305

Il
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Assessment

in Phase 2

Where located

Format

When

Universal Needs Assessment

ICP case — assessment screen

template on the assessment screen, can
push to the analysis screen

as per policy, mandatory
for youth agreements
and kids in care

Basic Needs Assessment

ICP case — assessment screen

template on the assessment screen, can
push to the analysis screen

as per policy, mandatory
for all program areas

Immediate Safety Assessment

Incident - Type Allegation
Protection, assessment screen

template on the Incident, cannot push to
the analysis screen on ICP

When assessing a
protection report

Family & Child Strength & Needs

FS Specialized case — assessment
screen

template on the assessment screen, can
push to the analysis screen

After a protective
response, when
developing a plan to
address issues.

Vulnerability Assessment

Incident - Type Allegation
Protection, assessment screen

jtemplate on the Incident, cannot push to
the analysis screen on ICP

replacing the
Comprehensive Risk
Assessment, as per policy

Eco Map

ICP case — assessment screen

Could be a template on the assessment
screen if formatted properly

as per policy

Risk and Resilience Scan

ICP case — assessment screen

template on the assessment screen, can
push to the analysis screen

as per policy

Reunification Assessment

CS Specialized Case — assessment
screen

template on the assessment screen, can
have info pushed to the analysis screen
on ICP

When considering
returning a child home

\Vulnerability Reassessment

FS Specialized Case — assessment
screen B

template on the assessment screen, can
have info pushed to the analysis screen

196n 1cp

when completed a plan

to reduce risks
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ICP Case List

‘Saved Queries

Attachments

cidents . 55| ICP Cases

S ey D Tt et
‘QF!LF—\&u”"é&?:'_.—kg

*Open Cases

i[(]1er1 [¥] |;

_Bill's CAPP Case
_Query -

Case Name:* | Bill's CAPP Case

| Case Status:* Open

Case Number: *i1-21125728

. Assigned Te:* KARMSTRONG

El

Casa Type: * CAPP

Office:! 322 - Surrey North

Primary Contact: ; Bill Rooney

Ministry: MCFD

Restricted: i@

Created Date:*! 2012-Apri-01

Last Update Date:* 2012-April-01

. .Un;rversa.{ .Needs. Asse
Basic Needs Assessm

2011-Mar-22
2011-Jan-01

Complate
Complete

60 43%
75 44%

140
170

1-1ofl

2011-Mar-22
2011-Jan-01

cod

Hig : étren

Wi
2 Shelter Low - Vulnerability 2 5
3 Clothing High - Strength 1 15
4 Heatth / Medical Low - Vulnerability 1 5
5 Social Safety Meadium - Getting By 4 10
6 Emotional Safety Low - Vulnerability 1 5
7 Cultural Safety Medium - Getting By 1 10
8 Physical / Sexual Safety High - Strength 1 15
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CFS Analysis View

1 [4] 10f1 =

T Case Statuss*iDpen:
G hesigned Tor< IKARMSTRONG, _
Office: 322 - Surcey North -+ 3| Restricted: ¥

Case Name:™* [Bil's CAPP Case '
Case Number; *[1-21125728

Primary Contact: |Bil Rooney: = i ) Created Date:™ | 2012-April-0 1.
Ministryz [MCFD: e

Last Update Date:*{2013-Apri-01+ -

Yrem Comments  Meny~ ! . Query 1{a] tof1 [¥] 1

{3

Comments:

L
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Goals and Objectives Structure

-9
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ICP Service Plan View
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ICP Case List

I Bill's CAPP Case

L Guery

[[€] 2oft [¥] [ﬁ

i Menur

Case Name:* | Bll's CAPP Case

| Case Status:* Open

Case Number: *|1-21125728

. Assigned Tor* KARMSTRONG

Case Type: * CAPP

Office: {322 - Surrey North

o]

Prirary Contect: Bl Rooney Jic{]
Minlstry: | MCFD
Restricted: ¥

Created Date:*:2012-Apri-01

Last Update Date:* 2012-Apri-01

iy

Résessments.

scriptio

| Ensure Kristal has access to 2 safe and nutritols dle

Type

{Parent Education

> Breakfast Program: Referral 2011-Mar-1. ' 2012-Feb-2: s 2eHIgh s nrofl Kristal in school’s heaithy: breakfast program.
Appolntment 2011-Mar-24 20011-Mar-24 Scheduled 3-5tandard Session on Canada's food gulde

S FRRE SRR 2011 Mar

2011-Apr30-
2011-Mar-31
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Visibility and Privacy

Visibility and Privacy Considerations

ICM is a system that enables the responsible sharing of data across many users
for a comprehensive view of the ministry clients, and any other Contact
associated with either Ministry.

The profiles of each user have been developed with careful consideration by
Ministry Executives and Privacy Experts with input from the business users.

-94 -
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Key work underway by the Practice Change Team

Feasibility Study on Common Intake Model
Further work on defining the multidisciplinary approach in Practice

Further work to detail the ‘Business of Practice’ i.e., use of the Assessment,
Analysis and Planning tools

Defining the role of the Key Worker and developing that role in Practice

Refining the Training curriculum in CFD based on Implementation Sites

Training and evaluation on the Collaborative Response Model

Development & implementation of the Clinical Supervision model and curriculum
Supporting, evaluating and getting feedback from the Implementation Sites
Integration of Practice work with ICM deliverables

Commencing work to integrate the work of Practice with Quality Assurance

Commencing work to integrate the work of Practice with Change Management

-95 .
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Wrap Up

QUESTIONS
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