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Mank it well, the ommunication of new Ldeas, new conceptions new
undens tandings, inventions, new ways of doing things, between {nacvdd-
uals fixed in thein ways and intent upon their separate objectives L4
difficult and rane. The intent to communicate L8 the exception rathen
than the nule; the more conmon motdvation, Andeed, {8 to hide and
abscune. Non the n be a common Language. 1§ thcre {8 a common Language
Lt 48 LikeLy to be Lnadvquate for the task of conveying what i in-
tended, fon the =omnon pownts of reference by which communication
occuns. Even 4§ the {nvensor wants to commundicate and has the Language
that explains, othens need not want to Listen nor have the time and
will to attend., These are the difficulties of commundicating a new
Adea even betwecn individuals, face to gace, man to man. In gact the
problem {8 mone difficult, fon the communication of Lnvention 44
ranely grom man to man, §rom Lnventon to Lnventor, from sownce to
destination dinectly. Rathern 4Lt 48 a transmission of an idea "through
channets,” ingiltnating, driifting, passed along through the Layens
upon Layers of organdzation. Beyond the barniens that scparate indi-
vidual, {t must choss those which set apart groups and comnunities.
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Preface

This Review Is about the case management
system developed by the Integrated Soclal
Services Project (ISSP) in Gharbeya Gov-
ernorate of the Arab Republic of Egypt.

It discusses the concept of case manage-
ment, how It has been implemented in the
two Experimental Social Units in Gharbeya,
and provides some conclusions and recom-
mendations for the future. Case Manage-
ment in the ISSP context has bccome a mis-
nomer for a hodge-podge of various activ-
ities that center around a direct contact
with a client. As originally conceived

in the beginning of the project, case man-
agement would provide a means of helping
clients to wind their way through the com-
plex maze of a service delivery system.
This conceptualization was done from a
western frame of reference.

Case management does not have a simplistic
meaning to be found in a dictionary of
social work terms. It is viewed in dif-
ferent perspectives by different levels
of users and evaluators. It is both an
organizational principle and a procedural
guide whose conception is vested in the
day to-day work of line staff. This mul-
tiplicity of definitions instills a cer-
tain mystery to the case management func-
tion at all levels of government. '

In the Gharbeya model, it has developed,
however, into a system of records and an
organizational structure that commands
limited Impact upon a client's ability to
transverse the existing service delivery
‘system. The social work aspects of the
current case management system have only
focused on a psycho-social diagnostic
assessment of client needs by a new type
of social worker in Egypt -- the case
manager.

The original 15SP Project Proposal (0020),
viewed case management as a new management
2lement In the social services delivery
scheme for those in authority whose duty
it is to make resource decislons (P. 39).
The Project Proposal (0020) also comments
about the introduction of the case mana-
ger:

. . . anew nole of case manager will
be introduced into the social unit.
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The case manager function will have
direct effect on the approved appli-
cants on social securnity waiting
Lists as well as oihens, since, 4if
pension funds are not available, they
need assistance in obitaining other
social services. [p. 30)

Both of these postulations do not ade-
quately conslder cultural and resource
blases present in the current delivery
system. The present resource base, Inclu-
ding both government agencies and private
socleties, cannot support even the most
basic of needs, let along provide alter~
natives for the 'wait-listed' client.

Cultural contiderations, as they relate to
the delivery of services, often preclude
the fulfillment of the anticipated Project
Proposal (0020) outcome. While the Pro-
Ject Proposal (0020) states . . . the case
mment function {8 probably the output
(ch {8 most tentative of achievement
(p. 30), it only seeks additional staff as
the solution. Our experience to date in
Gharbeya indicates the implementation of
case management more comple) than the orl-
ginal project designers envisioned. A
simple increase in staff does not assure
effective case management.

The new case manager, unfortunately, often
has not been equipped with the necessary
skills and training to carry out such a
complex and newly conceived way of doing
business. Staff at all levels of govern-
ment, as well as service providers in the
private sector, have not been adequately
brought into the new process. Case man-
agement, per se, has not been incorporated
intg, the mainstream of the Ministry of
»Soclal Affairs management.

This Review was prepared with the assis-
tance of Drs. lbrahim A Ragab, Abdei Aziz
A. Mokhtar and Sherief Safar of the Faculty
of The School of Social Work at Helwan
nlversity, Cairo. Khadiga Hamza of the
ISSP staff prepared the chapter on staff
development and training, Mahmoud Saml de-
signed and executed the cover. A special
debt of gratitude Is owed to Millicent
Miiler for her consclentious preparation
of the manuscript, Inciuding its countiess

Ayl Jias U LU 3,100 el ddby ol
ﬁ-i'-h Gy o‘ St e Guddl RN (v
o Il LT slazal Gladdl g ytd
bl o%s ¥ W0 bl claslead gl Ldth
s Jpeadl b Bastes N gy U

(v o) sl selaadt claaid

Dbzt b Giasls W) ploaluadt Gtols gl
Syl —adly Al e LI LY JalSIL,
L__.‘_J» o O|;\.L||J u_,il Lalo e Lo

¥l Claaal g e gSodl Gl Aadl e (S
FUL 3 O BN [ RO PR INCEY [ RpCT PORRN B VO
aacs Jita, abdJiJlgh s Ll o osy LateN
gt Jal e Jhen of arcds GO Joaal)
PR WP | Ry P

i, Leblao,l b ailicdl ot s ol
c___'.l.:..'.Jl oLl g Ut L LJU claasd
—taadl Y Lol el o0t aas gl
by ol YL o LI Lesnd o pg el

: il Joas ey, LU 3,101
ety Ll (P 0 ) " tanadl ol it

o dbgal) JnS Jaal) Lol Gl o hid

PR | BT W ¥ | IS T Pt O
yes e op 1adas ST WLl 5,101 Gughs

J_.‘..J| (v, Lobal 1 gl yadl e
e S ob e et o
o MLl G101 Al

LJU seaadl Wbt dial Gtlast Lo G,
= Al S leadl ) el 0y o
o Jasdl pe

e yS> ) Cly gl WS Gl Jasdl 5l ol
cl___k.i.ﬂ o Sl e e I YL,
aedaandt Litas 1 gu jazy ol |)~k—'-¢r—’¢\-‘«-’|

D RORT ||

WP IPEES TP CENI Iy B | c.;.dl IR ) ka.‘.._,.i

PUSETY O] IR SLIE XU XV SO PN Iy VRV
ety ¢ pliba upadlas 0o pas )l ae
sl LS, g janl Wt flas] ed e
casl LS o el o) gda daels o dpelaza)l
O] BEPX T | s Ouleladl o Ay 3jas Lagas
Pl — 3 Jaddl casl s AltSaadl dslaza¥)

ele O gare fLJ o Gudelall ol el gy oy

ova—Jl, pls oS \Lll_'.b_’dwl .\..pl.'-&_, praaso,
Laslaed ,llee o los 9o Jeardl, U1,z Yl
o ppadl 138 Jgol Lezarl jay o) 9!


http:rJu.L.Jl

revisions., DOr. Safar did the translation
from English into Arabic. Sayed Hanafy
did the exceilent Arabic typing.

This Review would have not been possible
If It had not been for the development of
a case management system by the staff of
the Development and Training Center in
Tanta. Under the direction of Mr. Mahmoud
Abu Shaba, Director of the Center, Mr.
Saad Abd El Khalik, Chief, Information
Section, Mr. Ateya El Shafie, Research and
Experimentation Section and Mr. Fawzy Abd
El Mommen, Chief, Manpower Development

and Training Section, the concept of case
management was developed for Gharbeya.
During this developm:ntal period, Dr. Safar
served as a consuitant to the Casec Manage-
ment Development Committee in Tanta. As

a result of their foresight, case manage-
ment has become & reality in the Experi-
mantal Social Units.
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Introduction donto

The Integrated Soclal Services Project iyt HetSuddl Laslazadt claaddl gy i
(1SSP) in the Egyptian HMinistry of Soclal Leais G Uy jas b dpelaza ) gyt
Affalrs, alms at the development of both N ¥ WU [P O [ QPOWESRO R W DTS e ey |
the structure and functions of social oo el sy dl e3h oSas Gge dmganidl ageadl ada
units. These developmental efforts will 2 TR TR BFEr WETT I NPT | B Lol
enable these units to play a more effec- i il Ghlaadl o JS o3 plradl ) T
tive role in local community development i v g andly
activities, both in rural and urban areas.

' .l . v o l%»#\;lﬁ"ﬁ;‘llk lh
This requires new perspectives to be (0) ol Al someadl b dnstazadl clasy i
adopted and applied by social units when + rataadl
dealing with social problems on an in- P LY adSeall La,last oSay dpansdl ol
dividual level and/or on the community Leaidl of Uis balaadl clasyll Ll gs oodl
level. Dependency can be considered as vl aad b Rl b aatlyl

the most crucial problem that the social

unit has to confront. Indeed, the central ol ¢ Rl e dliic el U8 Jl sl e
issue of wr:lfare is the issue of dependen- b e el el 0 G gbge Wl AR
cy. Depeudency, however is different from g Jelian taads gl .L‘L“"‘ t“'JJ'. N
poverty. To be poor is an objective con- —alar Lo LU LaadS ol s perdy B3I

dition; to be dependent is a subjective o 3
one. It Is clearly evident that the two Iaadl 5 ymmadl e Ruslaza¥l clasydl gl
circumstances interact with each other; pasaall g arlodl o0 ae lwtla] Jatass Gl
it is no secret that they are frequently eyl bt b alad)

combined. On the local level, social
units basically deal with both dependent
individuals and dependent communities,
simultaneously.

Case managenent in social units is funda- Lotel pngs dpslamadl clasydl b adladt d,lal,
mentally concerned with dependent indi- ST IS [P ED, Ty PRy IIFLS [B8
viduals. For purposes of the !SSP Pro-
ject, twe conceptual modrls have been de-
velojed. The Eyyptian model vis-a-vis
case management and the American model.

Cledddl gy tar bolddl pl 4Vl Godas J2T ey
ol>dye, b,y o e alatSuadl darlacay!
c.‘)_,...'.JI Jobie AJLJl G, 0 5 aal oyl Lan

The American model gives more concern to tv Zakd
clinical diagnosis, treatment and indi- P NEEINEY-CU N .t Rl PEY Y R V) R S 0] gyl
vidual prescription of services, whether LaS 30,1 wleasd) Gioyy pdally RO 4]

directed at the individual or at the fam- —aynid plazadl e o Il pdyacdl 13n Ghel
ily as a whole. The American model also ol sl pae e [N R YEPSPOR G S [ Ry TIE.
gives more emphasis on the enhancement of o—————phdl 5 ) paadl aggeadl e hedl Al
*the quality of the individual and family e el ea sl
l1ife than on the !ssve of Iinequity in re-

gard to geographic and class distribution

of services.

The American model has an ultimate goal AS,Lee bplas b baadl panaedl deats Jab e
that it tries to accomplish. In order Ll o Yol iST 980 o) ity Gwabl gadl
to develop a local community, more inde- o gs B, 0 yaniy 13ny o Laplawly Wbl
pendent, productive, positively and ac- Syomadl e e L dan, cleds pyass pthy
tively particlpating citizens must be in- JI e pazaadl y 0 i)l e US pany Y ._,.1».!!‘
volved in the process. Thls necessitates o heail) JalSue plhe

the availabllity of efficient service de-
livery systems on the local level to serve
both the individual and the local com-

munity with an integrated delivery system.



tn this regard, the American model of case
management does not significantly diffe:
from the Egyptian model.

Both of the two proposed models are work-
able; both aim at the achievement of the
same goals. However, the Egyptian model
implies that more administrative work Is
required, such a< the completion of nu-
merous forms, in order to serve the
client. On the other hand, the Egyptian
mode! gives special attention to the im-
portance of referral as a specialized type
of service by the social unit.

The Egyptian model of case management,
when it deals with an Individual who has
problems to be solved or nceds to be met,
considers the client as a member of a
holistic family. The family is viewed as
the basic unit upon which any local com-
munity exists. Accordingly, even when
dealing with an individual client to help
overcome a specific problem, they cannot
be separated from those of the family
unit. From this, it follows that family
problems/needs cannot be separated from
commun:ty problems. In other words, the
needs of an individual client interrelatc
with various family needs and the latter
may be considered significant empirical
incications when community needs are
assessed.

The Egyptian model of case management
tends more toward the institutional sys-
tem of social welfare than towards the
residual system. Adopting a more devel-
opmental perspective, the Egyptian model
seeks drastic social and economic changes
for the individual, the family unit and
the local community.

From the perspective of integrated social
services, the relationship between case
management, whether the Egyptian or the
Amerlcan model, and Community needs, re-
flects and illustrates a system to recon-
cile both the institutional and residual
concepts of social welfare services. The
relationship that exists between case man-
agement on one side and community needs
assessment on the other is a reclprocal
relationship. Case management and com-
munity needs assessment are complementary.
Reconciliation between Institutional and
residual services requires the establish-
ment of a balanced social welfare
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dellvery system, namely the Integrated so- ‘>teaslporte Gy i Bdadt D2l

clal services model. The Inevitable need 2 ! plone yas b AlelSuadl istacadl
to adopt and apply the concept of inte- el ey Lwyadl dslazadl i ls 0 Gkl

grated soclal services, in Egypt, neces-
sitates an understanding of Institutional
and residual social welfare systems.

lpans il y Lo Ll dprlazadl daasdt
a0 oF pblasy Sasc) [WONSRYL 4 SO VU T
1amd daled) w¥ylandl asl gl o dgaS Ldany
fession. One of the questions which is s Laza Yl deasdl S 0 ol JaY e Ja g» Saal
ralsed to prominence in this debate is G Gaytiey 31 ¥l y Golaza ¥l Jaadl (s
whether social work should focus on social {um=3adl gleiadl) dypaindt ahioyly @ yloedt
actlon, egalitarian reform and develop- P I Bylal e a8t 58,0 ol e Lt gl
mental activities (the Institutional FLE QEPTTICW TIRPT [ Ty WL-SOWN L) TRty Wy SRES)
approach) or should it focus more on case o LaadS Lolae b jpeies ol Rl L2l
management and clinical individual social
work (the residual approach); or, should

Soclai work is frequently faced with aca-
demlc and political challenges to define
and defend its role and scope as a pro-

podiiy e il Lagdd dpslezadl daasdi

it continue to encompass both. Early so- Doyl e QLS
cial work was characterized by two types
of effort:

o el pMo¥ly rlaza¥l Jasdl
(1) social acticn and social reform; ¢ 2
and,

(2) assistance to individuals and e gt oeddl WYty o1 Y1 Gasles
families under stress. PO | B

Encompassed under social reform were a _:‘—d-“-" nb! L{L‘-?)" gYedl dablae JN ey
variety of community efforts revealing a o ytmad, Ly Lelal dpaaiaedl ogedl (e

strong sense of responsibility for Im- ¢ owdyradl y ey el LSV LU, ]
proving the welfare of those who are de-

prived or handicapped. Social workers 2 ph 50 ol 195,00 s laza Yl entlasyl
perceived their role as that of calling pladt eaadt L)y JS2edl tace)) Gyeall

attention to the problem, arousing the J——l e i iyl Slasty Gl s caazdly
public conscience, speaking for the cbb dalb o Jodadt flhsly apnS, Ll
people involved and stimulating their par- v=liadl |y pely LS parlas e Gadly
ticipation, offering evidence as to the pdlas) sty aatdadl Lty Gl aedal
nature and scope of their needs, and ad- o AN yimsleadl w¥Sull s H1 adi )y
vocating appropriate preventive or cor-  * otS=dl wlslas 5 JSS pasaedl Lo 5o o

rective measures. Their actions were . ) -
directed toward eliminating or alleviating >—=3 dwslazadl Laaddl i, lasd 331 4yl

social problems and conditions affecting I —S&e o= Gy=law owdl B R I
whole communities or population groups. s ot phis clanas 350 SN e 3]
The other major phase of social work prac-

tice, assistance to individuals and fam-

ilies under stress, developed out of the

charity organization movement.,

while both the institutional and the re- u—=!3wly pmeiadl Gl jobiadl ol yay Loty
sidual perspectives seem antithetical, In d——=tlaza¥l Geaidl U Ao laedl 3 plakis

practice, social work has tried to combine w—b Lwdsdl clalasyly bapor pans gl cdyts
them. Current trends in soclal welfare e Al ool )50 Jhes Bpslazadl igls )

represent a middle course. In that sense, e
the integrated social services approach  d—wflazadl cledidl plyie b plad) 1an Ly

gives attention to individual problems and e bl w¥SEadL, plazadl Ghay ddelSod)
community needs as well, ¢ il wlats (I WYL



All that can be objectively claimed In be-

half of case management I3 that It Is
supposed to:

. Reduce case errors (thereby also re-
ducing the time supervisors must
spend in correctlng errors);

. Habituate and otherwise prepare line
staff for the stresses of organiza-
tlon;

. Increase the chances that clients

will receive timely and goal-orient-
ed processing, including the right
service or assistance at the right

time;

. Combat cascload habi{ts; and, general-
ly speaking,

. Result in an improved service system,

meaning that case preocessing rou-

tines, decisions and responsibilities

are uniform regardless of program lo-
cation or any other possible differ-
ential.

Just as obviously, case management alone
cannot turn out these results. And it is
not going to reduce program costs; nothing
ever does. At the same time, case manage-
ment acts against real problems. What is
more, it makes no technological demands;
nor is it idealized or scntimental. It
amounts to nothing more or less than a
basis for defining and achieving uniform-
Ity in relationships between staff and
clients, among line staff themselves as
they address what may be judged the good
and the bad of service delivery systems.

It Is to the extent that it reinforces
what Is right and corrects what is wrong
In the so-called delivery process that the
worth of the model as an operating prin-
ciple must be decided.
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WHAT IS CASE MAHAGEMENT
IN THE GHARBEYA MODEL?

Case management In the Gharbeya model Is
deflned as a

sendes of dnteracting ateps and pro-
cedunes followed by the case managen
4n planning, arranging, providing
and, using available seavice pro-
viders, following-up the service de-
Livery process. 1t atao aims at the
integration of seavices deliveny.

Case management is also developed as a
form of program administration for the
services aspects of program management.
Case management is used as an organiza-
tional force for the Social Unit. It is
seen as an organizer and facilitator of
work for both the professional and cler-
ical staff,

Emphasis in the Gharbeya Model is placed
on the family as a service unit. The
case management system is concerned with
service dellivery to the whole family and

specific services delivered to an in-
dividual client.
case records are kept on a family basls,
not on just an individual client.

The case worker is charged with the re-
sponsibility of helping a client clearly
articulate service needs and to document
those needs in the case record. The ad-
ministrative steps are aimed at helping
the client to solve his or her own prob-
lems. The case management structure
facilitates this process.
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A case passes Lhrough three steps In this
«ypiJl ol
dlagnostic and assessment process: P bemaytdly Gl

1. Study

This Is the process of gathering
information and data on the (ase,

A—LAJJ“.“ s ull s Al ,1;. no ey
coadlal, astadt Cllasnyy

: . SRS V- | .JI .,\
2. Diagnosis/Classification e ey v
N U | _’.Jl A LI solas )l samisagy

N Y JFORS | RECHFS VRS VRN A R e
R T S-S V)

This alms at finding out the
causes and factors that lead to
the problematic situation,

.

¥
J. Treatment L

[ N W X VORGSR | B W0 S S LI TS P L R

This Is the final process which L

aims at eliminating the factors
that caused the problems,
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ooalnzalt

(Y I SO B S Ao syt allo
One of the key roles of the case manayer y) mle 0 Y oo 2 )
R N L L L N N L s ah

Is the Initial diagnosis and assessment of o= —> == s ) . "o U
a new client. Well developed interviewing B AL ALV LS B '“,
shills are recuired.  The Gharbieya model R R L L T AlrLA.,l
provides a structured interview approach L VAP TI i ‘b'h,“" ‘("';'
as Its conceptual basis. The case manager *0' R R It o :l‘ ,;’
Is taught how to interview by developing N
hls Histening skills and to probe thoss .
areas which the client may or cay rot ren- 2o°
tion.  The interviewing process frequently s

h_,‘,l.. 2 IR R S BT I WY Y
j,-.Jn. IO I GRS [ S IR ¥
e ye gom- Le Ladls sl taah s les coitty

gl A sl ketadl L Loy laadt pes

i i PRI W cane )t aadas LTy tat ylesll L yald
develops from one of sirple intormation Pt ) o ,l ‘“~ ‘.' X
. A . a LY Ry g
gathering to o deeply therapeatic one o v
Diagnostic studies are also carrled out in
this process.
I Y U P R S T VU ON SNy TS SR PO IR Y

ronowledge ot eligibility requiteents ot
[ R N L ‘,,-.lu‘,_-h oot ,

vl

s PO T

all aid prograr s e Ve ennential tor o ! .

) < e et BN S SR by dt e s
Case manager a8 espected to espbore cach o3 "' 4 e . &t 4
program for which the (lient ray be eli- oy
; . D 1 U BRSO VL I gy [
gible. 1t the client iy eligible tar one ¢ A e
s 0t *laasl ak_t [T P P LB B T RV G
or more of the ald progra~a, a refereal s 4
T [ Y B D R et | P Y L S (P 1
made by the case ranager to that particular i *
Bprogram and/oe the soclal service oftice.
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In the assessment procesy sewrn atcas are
explored with cach ¢lient, itrespective of
the client's problem:

[ PP I D IS O S S

V. Client persunal data , o "“ , e
- o peadt ol e atal L Lagylas
Basic data, such as name . address, Nl wl ys r he ., ’ "

P e

age, sex, vccupation

Sl h Al'.;.ll sa b
2. Nature of the present problematic At sadt baed oY

sltuation 10200t e h aLdae, ANl 0 Lt taad P
The case manager detetmines the NN PY VOUS B NS SUFTIN PYN
nature of the problem and whether

Ity amelioration Iy simple or (om-

plex,



Client's personal ity

A study |s made to encompass four
aspects, physical, mental, psycho-
logical, social, or a client's
personality.

Family structure

The relationships of the client
with the family as well as the
inter and intra-family relatlion-
ships are explored. The family
includes non-related people who
live together as a household.

Income

This aspect of the study includes
sources ol Incore as well as ex-
penditures.

Environmental clircumstances sur-
rounding the client

This includes the client's physi-
cal surroundings, ethical values,
customs and relationships.

Problem development

The etiology of the problem, sig-
nificant events, and previous
efforts at amelioration are in-
cluded.

The case manager has responsibility In
both the recording and reporting areas of
casc maragement. Recording of essential
data fr- \ the interview process is the
heart ¢! 4 client's case record. Accurate
recording of only essential information is
stressed. Recording is seen as a means of
assuring accurate reporting and case con-
tinuity.

Reporting of case informatlion, principally
. from the system of records, Is the nucleus
of the case management information system.
As will be discussed later, many users of
this information are dependent upon the
accuracy of the recording and reporting

aspects,

A distinction Is made between the function
of the case management office and those of
the social service office. Workers in the
social service office must have more de-
finitive knowledge about speclific service
programs. They must know the elligibility
rules and programmatic requirem nts of
each program, Consequently, .ore In depth
soclal studies must be performed here.
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On the other hand, as discussed above, the

case manager must have considerable ski)l
in interviewing In order to make the ini-
tial dlagnosis, assessment and referral.
Often this referral can only be made on
the most fraglle of data. The vague and
unspecified problem Is frequently masked
by symptoms rather than cause.

(Specific functions and requirements for
the case management office in terms of
record-keeping are covered in another
section.)

ORGANTZATIONAL ASPECTS

The case management function Is placed
within the Case Management Office of the
Experimental Social Units in Shubra EI
Namla and Kohafa. Figure 1 depicts its
relationships with other organizational
units within the Experimental Social Unit.
The Case Management Office Is seen as the
hub around which the whole case management
function revolves. All actions which
affect the status of a case, either begin
with, or return to, this office. In ef-
fect, it functions as a switching and file
unit. Its functions, however, are more
complex than this simple description.

The basic organizational unit is composed
of three positions: (1) Chief, (2) Case
Management Assistant, and (3) Secretary.
Each of them share in the total case man-
agement effort, with each having a unique
role as well. While the Chief of the Case
Management Office carries full responsi-
bility for the unit, important duties are
assigned to the Assistant. (Complete job
desc;lptlons are contalned in the Appen-
dix.
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FIGURED , ORGANIZATIONAL STRUCTUAC OF THE CASE MANAGEMENT OFF ICE.
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RESOURCE DIRECTORY

Jeds g UL 3,000 GAlasy Jaadl ploia )

A key tool for the Case Manager is the o=l wladyall (s9as datll adi, by onbaeasdl
Resource Directory. This is a listing of Jwdodl ooy buppidl dhitoe o oleasd) pies
service providers in Gharbeya. The PR | Y CUR Wy VU | VI S 7Y gt E SR

directory contains identifying data, e.g., wlodhuadl JI VLV, gahelodl p5 - ol y2nldl
name, address and phone, as well as basic L —e wleasdl Gliszul, ] el by 2,
eligibility requirements. This directory a—ls satay g3l ,9oadl 9o Jododl 138 iy,
is the heart of the referral system. o Jeypaadl plhs Gpodhs
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WHAT IS THE CASE MANAGEMENT SYSTEM

OF RECORDS? Jdal oe MLl 3,101 b sl rLk_', e aiJ

The system of records designed for the =1 gl=d,f Gmias
case management system was developed for
two purposes:

(1) As a means of institutionalizing Loy ,l oy wipdaadl pphiosd AlwyS -y

the administrative processes of T e

case management, and;

(2) Communication of information. v clogteadl Juoys -y
L,LJUJL#JSJGJJJ.&&MM‘J*JQ'
The recording of data is essential to daws ¥ Al 3,10l oIy Ll 3,0l
eac.. step in the case management process. v dosenl iles gy Led
Case management Is virtually worthless Jandl Giad e ilay @3l Lol "le \:)Juiusl

without case recording. The busier case 2681 ilantl 4 # Mandl ¢ < L
managers become in dealing with large 3 y i ,‘,’ el lhn "',' Li.x.,, :J_‘:_‘C:'d;_u_u

EumZ:‘:: ¢:f 'ciliem':: ;hesr;or:iSIffi:u'I‘t it C UL JS) deyeliliy
ec o keep erspective, eac i sSl oS, Wl aniadl Joownsdl ol
legal and professional requirement. Co- ot o ":‘Suw,' e i JL;B

gent case recording is facilitated by pro-
scribed case records.

The case management records are designed 6—=35 Jrlud (S o Badl 3,101 wiaw ol

to follow as well as guide the required 3,00l dilazedl wi ) 85l y G gdhall wl yhall
steps and decislion points of managing a o
case. Each form is designed around a Job—cr S pas Jrwasdt JLS21 e JS2 JS gl

major activity of case management. The oA 310 elel blas

forms unify and standardize the process,
content and format of case records.

The case record requirements covering JS2y Satne pe phais S ety casy pilesdl
process, content and format reflect the o WL o
purpose or chief reas.ns for keeping re- ataaldi hic Gl LI G100 wldhi.e )
cords, including: ¥ gl el San SNy (s eiaall

sday Jawidl e Bliadl 3,5, ¢,y Al
Accountability . . keeping track and 1ol Jesis wlodhaall
documenting case decisions, contacts Gwissy owae oydel sl ol @ ol—wll
and the actions of case participants ) T . af o=
are main motives. Inciuded in this ul hﬂ_f,r‘x:s' ..-l tt?"zj‘;'jr\;i“::ﬁ
category Is the idea of setting up an " o) LU g dilax "" B, sal ole
audit thall, again for accountability ﬁ‘ J!‘SJ:'J'r's _m, Fl ot dal pe Lmle
reasons and possibly invoiving con- "leasdl Jos eaid) wlang " J—--;s,,-’:l." e
cepts like seavice units, caseload and .\ ..t Liahr ke 2 Lidl uug‘:,.;
others bearing mainly on program man- > w3 ‘l":m L 2
agement concerns; v S

R .5_.'l,.-J| W TR Y IO W] IENE [y J% BCY B P
Case Management Documentation . . a e = Ca

capabi1Tty for Togging obstacles to b Readdl iyl Ml 3,100 thes 0l
case management or service provisfon, =, tasdl — Aplealdl dddyndl dhaile M WL,
itself, plus noting processing o bdadl pladl Jlas Bl eee Guenadl B
bottleneces, coordination breakdowns, o UL et g yadl cdbl L Lray
etc., is a deliberate function of the

case recording requirement;
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el o pigiadl azdaz JIB e @ kS — 2V
Supervision . . by defining what is . . e
expected of staff, the recording re- Jeny pdyaidl pL Jﬁ?ﬂiJ'H—Jh‘_oLJ Joatl
quirement of the model advances the e Jaadl Gl ey BBV Galane
purpose of staff performance and case —— Loy Lihy,y U rvh-J L ploeidl
monitoring that is objective and that bym—hidl J¥5 e e L‘J e

can be standardized along organiza- !
tional lines;

Case Transfer . . by requiring uniform Jow:jisase jolos pady Yo oo 1 eVl Joyas
case record elements and definitions, . . . —_——
the system aids and abets the transfer pl—bodl Jaxe 13 L3 sl g wliy yasy alladt
of cases between workers and across i”f-—-jf‘bjL’J'_va’é 12l Gl arlany i
program and organization lines; and, : f*‘*h‘“J' bybsdly palosdl sy pmtladyl

Al Lesl e pidl Gls ; clagdaadl bl

Data Base . . in spite of claims to el gl JfJ**‘JSJ' pl szl ol yasl J) e
the contrary by proponents of compu- loln el whbaedl Sl Jyardd las)
terized MIS, worker need for case man- b pr oy las plhs JY5 e pnis Y W
agement data is not met by information o wla el
system outputs. The case management  wol—a31 JMs oo dols Aot G000 gigas g
model, particularly by way of Its Uladl 0dn Janr ol Jylo Szl o dancn g3
case recording concept, attempts to : Db e
rectify this condition by, first, et gtuey Jrrasdl clo)yhons gre Gemasdl ;1 Yyl
dlstlngulshing between recording and o gl
reporting responsibilities and, ol wlagdaedl pbios b daslaadl 2 Lol
second, by helping to organize infor= *! ,——=ly Beasl pis sir Lepdl pluas
mation needed to manage service pro- U WIS} RN U

vision and case processing. At the —o—= 3,501 Jyohdl oall ley gl puin iy
same time, in the long run, the idea i—aladl i dails Tl 3,101 iy Ladth
is that once case management is es- e Jal e wleglasll Lh~ praal (pasds
tablished, the order of stability : 2l oy wladbadll
needed by information system design

to define terms and classify events

can be attained.

Case recording is not the same as case re- o! » MLl o8 o dlnie Wl Joaws ol
porting. The case management model makes Ol oy gl g Heat pdy L G 100 2dgas
an important distinction in this matter. Ll i o by Bliie DL Jaws
Case recording is clearly distinguished
from reporting. The distinction can be
described in this way:
PEPOR [ ' 5 OSay Lagionr ,,,.,.,.__n
Recording has a separate, case man- UJ"J‘J_f © uJLJj:
agement identity. In contrast to the ey Il 3,000 T " o
management and control purposes of re- 2 oSl o fDJ J‘
e idaadl LP'J"”' a_,l..\)!_, rSa—JJ A..L.U..S.-_II
porting, data compiled and kept as .
=25 hissy fo ol elhaadl ts o 8L,
part of the case management record are Pl ¥ Ll Gags LIl 3,180 Jaw
Intended primarily for the purpose of - o
u.JLaJl ,J...I.J' JL'J rl.\:h.ul., .,.A...,; ailacall
immediate line staff access and use. . . .
In addition to tracking the client I el gy o) AT 2 1 MY
o tracking the cllen AT T Ry POV W T [ Y Y [ PO I gl PO |

and providing a basis for local com- PECSURURTIE K I WO . ol ;
munication, case management records e s e b dass
facilitate supervision and make rou- Solis ol ge pisdl e ‘dLJgJL*_N, s Jal e

tine case transfers possible., For b Lk b Gl gl b opSs el ”

these reasons, while the data elements
(W Lt Ty P ,,,..,-L-« Lk, S ()
in some respects may be the same, the s J‘P|fjé_:|3 ﬁ;.¥s

purpose and spplication of the data
are significantly different,

"



By way of further contrast, recording
Is Instrumental to the management of
service cases, whereas reporting is
Imposed by Information system re-
quirements that are geared to needs
assessment, resource planning gover-
norate level planning and allied
needs.

The communications of information through
case reporting activities highlights the
management information and organizational
control purposes of reporting. The value,
and the depe “dence upon, of good case re-
cording becomes clearer in this context.
Case recording is not just 'busy' work,

it is essential to the success of the
case management system.

It seems that when the distinction is not
made, individualized case recording Is
taken for granted. Also, when the dis~
tinction is not made case records tend to
be derided as part of the paperwork
chores of program reporting. In a sense
the point is that cases can be managed
without, for example the Monthly Statis-
tical Report, without case records. Re-
porting systems are essential, of course,
but not for the same reasons that a case
record is essentlial.

THE RECORDS AND FORMS

The system of records in the Gharbeya
case management system reflect this du-
plicity of purpose. The forms are as
follows:

Family Profile and Service History
(Form 1)

The Family Profile and Service His-
tory is the basic intake document in
the case management system of records. ©
It captures basic data about each
client's family and provides a mecha-
nism for future referral processes to
occur.

The document is used for the case con-
trol functions of posting, and track-
ing. In the manual system of records,
it also serves as the source of Infor-
mation for the statistical reports
compiled at each social unit.

Jenasl gl 030 Lagtney SV e ayjedl gay
el Lane, DJladl cleas 3,00Y dlaydl o
o=l 5l Cleglaall plhs clodhue) Linh b by
b binll joae jpiany pw ot wlalis) peas
clabodl g hphdadl g SlasYl Gedas s Joany
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The completed document is placed in Ml Ul bl I pays laSmeadl 3 el
the case folder whichk Is maintained el Ay om0y rlamall Baaydl b bidoy
at the social unit. his begins the s leayl dao gl g Jopaadl G el Jlazdi
basic contact and history file be- il Wl (I pdgwy e Uye L Jlazl JSy
tween the client and the social unit.

Each subsequent contact between the

two will be recorded and placed in

the case file.

Client Intake, Referral and Service s U andl 3, lan !
History (Form 2)

This form records a more discreet 7____; o :‘“ J;f'_szT‘ tt:: ‘ijr—-gll;:
profile of an individual family mem- o Teas t S JLQi:w
ber who is a services client at the ) bk g e leaid loLiJl J*‘L;;J, Js

soclal unit. Both the detalled Sl By wlasidly Aol S 3
services and Referral Plans are re- Y R
corded on this form.

Each copy of the three-part set is

oyt L JST jge a3 e i ytenuyl O.Z\DJJ.\.:'-_’
color coded to facilitate processing. )

Apdaal Jopems) Ll y Gilui,

The white (original) Is maintained In Jadi dils b buos ( Lelod) ) * Lot s
the client case folder. The yellow v dmeal) Ghas (dbas ) 2 dedl Rl
(duplicate) Is given to the client. dol e Jweald Ghas [ 51 o ) atledi s
The triplicate (yellow) is given to i eaddl o) Ghat G il bewyel) Lpaysd
the client for delivery to the Jeandl 3,000 Sgw> s Joas Lot | vz )
service (referral) provider. It is a J—1 oo Jy> Jwandl ol ;J v lazadl oy )
visual record of the client's visit P Lmld )31 Tawge o Rads Als J gt

to the social unit. If a client has w3y ol « dauyedl 030 aa da,loedly 3,500l
been referred for services to another p—ies g =!I e yad) 0 b gn piy Sy S
service provider it serves as an wleglas bylamedl s9an Leass dagadl s
appointment reminder and entrance o bae Lelogy Jrendl oF dnaxe bl
ticket to that provider. Consider=-

able time at the new service provider

is saved by having the client's basic

data compiled and in hand.

[T IR TN | Ry S W O l_)l..‘.“..l

Services Follow-up (Form 3)

This form, and its transmittal letter, o—1 Ju)= Liw et wlhidly 3 tazadl sda
s addressed to the potential service Jyawdl Jol po Leodl dandl Jy» = syt
provider to whom a client Is referred. Gwb o Liwl posces i,leedl eday daasdl e
This form Is also used by the service  Joandl Uodl Jyoy Beasdl Ghas 2l ducyall
provider, to whom the client was re-  ileSuaadl 3,Lezudly Jeyadl I o2 Lo i
ferred, to report on the status of cdyr G2l Aplodl Lpslazadl daaydl I oyas
the referral. The completed card Is & Jaw F pégr 3,lacudl ol e 333,01 g Jueandl
returned to the originating social o Jome—pandi
unit. The responses on this card are

posted to the client's case records.

P U -] R X CNSL ) U | S

Family Name Alphabetical Card

The card serves as a cross reference Ulall ad, ddjyaet > jaS padcus thJl eda,
to the case number and the client 2o eeas Lt LaS dul S ool Y s,
members of each family. It is a o Ul dde g sl e e aslay
cross reference file to the case re-

cord folders.

\"w



Family Record
This record contains data on the ¢ “-"-’“BL:-J’Ty.'.l‘;"‘ c‘;"-’“m"sgid.j“" : '_;\"
family and key service decislon dates * R i el
for case actions.

Client Record Y DUV | Ry N——

This record Is the primary cllent ez Gl wlt ) add pnde s Byl Jaudt 1O
case actlion summary. All events ol el L oS ol el asyl US Jraadl pe
which impact on the client are re- chmadaadl 138 51 o Jaudl 1aa b gas Jeaadt

corded on this card. It provides a )y e JS, dilazadl @l a3 aile
summary of case actions, both services —Jl islema)l cleasdlyl LJladl clasloal!

and payments, for each client. v Lends s
Service Follow-up Record cebea Sl el Y

This regist:r records the administra- c——as ol i )oY el phidl Jawdl 138 (5 9ay

tive steps and dates involved with N SRV B Ry RS | Ry VIS ICOUDRY ¥ B FED | Ry e O [P

the follow-up of individual service

cases.

Each family seen by the case management 1t ;.;.S.. Sk ';".LP”_L'L" A ‘ﬁ' Js
office has a case folder. The flle con- Y—- ":J-’:" ber s "lf"l"'J “’-".“" uL"J'
tains all forms used for the management ‘_jl—_""‘Jl u “b“)f "M““"‘J' b a1
of a client's case, as well as a written "?__—"" aaddl "‘L"?_"'_Jl I B,
record of interviews and home visits. et eyl ;’"JL'L.'J' oly LaS ddymali ,‘;l-’L"'."A“"
The monthly statistical reports are posted ° elolasedl o3n o Liele dyasdl pog At

from these records.



L S [P T JYIRY R R BEICE [ U DRy

WHAT IS THE CASE MANAGEMENT
REPORTING SYSTEM?

The case management reporting system cur-  L—dla ALl 101 b denesd] pths S
rently consists of a monthly statistical piladdl s Gyanl) pes st GHladl R e
report. It is designed to capture family  S——avyoladddl o dpuladl clbadly iy .Y

characteristics and basic service data. Ay AnslazaYl 3329l Syte Gls Rl
The report is prepared at the social unit 2l aaddt 3,9 ( ylesal ) gdgas
level. The Family Form is the primary ¢ oeoRndl 13 el

source of data.

The reporting system for the case manage- 1ol el plbt Lee ilay oodl adSaadiy,
ment system suffers from a lack of sophis- X D Ladly apaaadl pis 6 W
tication in definition, both in the types °d b el ddiel y Leaas v ol e Lled i
of data to be collected and the uses to ot dlandl d L s O yac By o et
which the data Is to be used. Knowing s Llisty s cdbin 1,5 anad d.ydhall
what data are needed for decision-making RN B YOS e Yirs o eleglaal ol asinl
requires experience and sophistication in Lis o wlaylaadl pladaul b il
the use of information. Where management | - g1 > gt e Ul s claylasdl
does not have this experience base to draw i Jlodl o eds » Leee Slhie, RN
from, information reports provide interest- oY 5 ¢ O i) Grtes Laza VI Gusan L)
ing but unused data collection and analysis ol ole cnS Y el GELasYl i
exercises. This is the case for the two Uy yiae JS s Bl tlasl oUb phoce Gie)

experimental social units. Because the el | ol sl ) e )
et e pmrdd e i)
monthly statistical report has not been Ll o Wla mly il L e, ol

completed on a timely basis, managers at - Ll ol adylan ol Lol jlosy
all levels of the organization have not ) . ighehis oYyl
had even the minimal information which it

currently reports. There has been no op-

portunity to test the data or try to use

it in planning exercises.

2 dplas gadaio el SLadYl sl

The current monthly statistical report Gn o B, s g el el sy
consists of a recapitulation of family yie 30 day @3] etlasl o Lis Jaad dals
data from the family record. Other sta- e 0 esmeclogtaadl 3.0 alq odiieali
. ) J o) I U
tistical reports need to be developed Coas il sl yadl g SYoLiadl Jylins aslasd
after consultation with the ultimate users. g 1s, _JLdl Jaaldl el ol is o ceas )l
Management information, such as the number v dandl el gt wltlasl » adladl bl acal
of appointments wade and kept, current 100 anadl Cleaddl cY 1 peli,dl o Gl yls

work items, case review schedule and work- ST VRPN T | e kel a3
load statistics, program Information, in- _yi.oa: gl ;:.L._‘,.L-.. ¢ deaadl Leole Jas
cidence of multiple-service cases, ranking § .- wyla | ceas ali sl @Y b Jyyandl
.by age of client and service delivered, Gl gl 52y Alial LedS eer 4 JaSaws ol Gadl

and referral information, Including numbers I el 5 pmiad aln layla bys )
of referrals, follow-ups completed, incom- ot Y1

plete referrals, are all examples of types
of data that would provide meaningful In-
formatlon for program managers and adminl-
strators,
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Gl plhs o Ll Baloadl el sl
WHAT DATA IS CURRENTLY AVAILABLE Fud g,
FROM THE CASE MANAGEMENT
REPORTING SYSTEM?

Data from the Family Form is currently
avallable for the months of July 1980
through June 1981 for Kohafa and for
June 19UV through June 1981 for Shubra

((tazel ) pdgas po Ldls alowdl clobad

VIAY 5w 529 19A gudaw o 0 Y
PO YT | R LU [ W POU TR IR 1 £
blasdl o lindl e dyle )l wlodaldl

.L.J'.;J
El Hamla. The charts on the following
pages are from the monthly statistlcal
reports,

Some discrepancies will be noted in the
comparisons of the data between cate-
gonies., This is in part due to the new-
ness of the data collection effont.
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WHAT TRAINING WAS GIVEN TO THE NEW
CASE MANAGERS?

The duration of this
months and 20 days.

particlpants was 24,
were case management
Office Chiefs in the
graded social units,
supervisors In these

training cycle was 2
The total number of
These participants
and Financial Aid
experimental and up-
social workers, and
fields.

The training program included both theo-
retical and practical training. The theo-
retical portion was in the form of lec-
tures, discussion sessions, and a final ex-
amination to measure the degree of attain-
ment of the trainees. The practical side
included field visits outside the social
unit to deal with and observe real cases.
The integration of the theoretical and
practical training was one of the main
alms of the training cycle.

The theoretical training took place in the
Demonstration and Training Center-Tanta,
from 5/11/80 to 1/1/81. While the practi-
cal training took place in the units of:
Tanta First Bandar (urban), Tanta Second
Bandar (urban), Kohafa (urban), Shubra El
Namla (rural), Mehalla First Bandar (ur-
ban), Mehalla Second Bandar (urban), and
lasted from 4/1/81 to 5/2/81.

Dr. Sherief Safar, Lecturer Faculty of So-
cial Service-Helwan University, was ap-
pointed to develop the field training pro-
gram. It was also decided to produce a
manual on the Financial Aid System at the
end of the tralning cycle following the ex-
ample of the Case Management Manual.

Jhe following are topics which were review-
cd In the discussion sessions that took
place during the cycle as part of the theo-
retical training. Thewe discussions were
held in the Demonstration and Training
Center in Tanta:

1. Management development - super-
vision - the information and feed-
back system and its Importance. A
paper was produced including the
definitlons of these topics.

The chalienges that face the case
management system. A paper was
produced explaining these chal-
lenges in relat on to

the systems
"
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followed, staff efficiency, organ-
ization and management procedures,
and environment.

How to be a professional?

Methods of social research - these
methods have been specified as
stated by professionals in this
field.

Field training - a paper was pro-

duced including the plan, content,
and places of the field training-

plan.

Discussion about field training
experiences and general problems.
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Solutions were given to these prob-

lems.

Training Facilities, Materials and
Instructors

a. Human - professors and lecturers

in the field of social work.

. Audio-visual alds:
- a film on the ISSP
- slides and tapes on means of
communication

. Prints - books from the library on
methods and systems of services
rendered to individuals and me-
thods of social research, were
used.

Manuais and Guides -
--a manual on the Egyptian Model
of Case Management
~ a manual on the American Model
of Case Management
- a gulde to Soclal
Financial Aid

The Main Products of the Training Cycle
are:

1. A total of 9 lectures,
2. Three manuals on:
- Social Insurance
- Financial Aid
- A thorough soclial research on
4 soclal units in Tanta and
Mehalla Governorates.
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training Cycle. Its aim is to improve Lol 3,5000 Aadgnell ptlotl Godao oSy
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Training Cycle. The evaluation revealed el lSe Yl WISy Gy pilaaldl y G yaedl
that the training content, teaching staff, . acnell lesccl codle deelandly Gy anl
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Whereas, the accommodation, food and trans- ceYlinYly plabdiy

portation faclilities were rated poor.
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being prepared under the direction of the
Demonstration and Training Center,
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WHAT IS THE RELATIONSHIP BETWEEN
CASE MANAGEMENT AND COMMUNITY HEEDS
NSSESSMENT?

Case management and community needs as-
sessment have the common goal of ascer-
taining the service needs of people.
While case management focuses on the
client, and/or a specific famlly, commun-
ity needs assessment is geared for the
larger sphere of groups of people with
common or similar needs. Information
from the case management system, and
other service information systems, can
provide Input to the larger community
needs assessment.

During the intake, assessment and diag-
nosis stages of managing a case, needs
are perceived as actually expressed or
requested. Since need is a normative (it
can be quantified) concept, data from
these steps can be aggregated for analy-
sis and evaluation.

Need can be defined in terms of what

people want or perceive their needs to be.

Felt (perceived) need Is susceptible Lo
change over time as people become more
knowledgable and services more available.
The worker must be sensitive to what is ~
heard and what is important. These re-
quests must be translated into services.
The value of evaluating perceived needs
becomes evident when de<igning more re-
sponsive services.

Expressed need Is the number of people
who request services. Unmet need is then
defined as the proportion who are not
served due to a lack of resources. It is
, slmply a demand statistic. It does not
~describe community needs but provides a
clue for future study.

in summary, case management and community
needs assessment are complimentary. Out-
puts, In terms of perceived and expressed
needs, from the case management system
can be utilized as inputs for a community
needs assessment. Over time, this inter-
play will result In services which better
meet the needs of people.
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WHAT IS THE FUTURE OF CASE MANAGE-
MENT AS A SERVICE MANAGEMENT TECH-
NIQUE IN THE SOCIAL UNIT?

The future effectiveness of case manage-
ment as a tool for managing service cases
depends upon the ability of the social
service delivery system to adapt to the
new concepts introduced by the formal sys-
tem. The Egyptian model is built on the
assumption that social service programs,
and service delivery systems in general,
are composed of many different parts that
should be connected to other programs or
services. Case management represents only
one component of the service system. [t
is not a means unto itself.

The current system of service delivery can
benefit from a more rational and uniform
system for case-processing, better two-way
communication and accountability between
line staff and administration, and coordi-
nation and integration at the single case
level. These objectives must be met in
the neal wordd and with reference to
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This will require changes in the current
way of doing business in the Social Unit
and its relationships with local govern-
ment.

In order for a case management system to
be effective in the service delivery en-
vironment, it must be adapted to local

cultural practice and settings. In this
way It can respond by maximizing service
opportunities in a realistic manner. It
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obstacles of implementation and execution.
All of which must be done in a practical
framework for acceptance. Some of these
‘precedent conditions are discussed in the
following paragraphs.
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years, under different auspices, and fre-
quently within separate organizational
structures lack conceptual clarity and
coherence,
the resolution of some of these problems.
This will assist in a higher degree of
program integration,

However, the bureaucratic subcultures de- sdwa & pcs odl uSa)) P WU N QUNRY

veloped within these diverse programs are
characterized by elements of authoritari-
anism and provincialism.

Case management can facilitate

This constitutes
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one of the more persistant obstacles fa-
cing the implementation of case manage-
ment. Measures which deal with these
problems must be consciously Included in
the implementation strategy. Fundamental
changes in the attitudes, behaviors, ex-
pectations and levels of motivation must
be made at all levels within the govern-
mental organizational structure. Suc-
cinctly put -- alterations in the be-
haviors of individuals within the system
will be requlred in order to effectively
Implement the case management concept.

Established ways of behaving in the so-
ctal service environment and its admini-
strative environment will not easily be
changed. The present management system
does not provide the reinforcements for
changing or modifying behavior; it only
rewards those who follow established pat-
terns of doing business. Professional
expectations must be clearly defined and
a reward system installed which will re-
inforce them. The acquisition of new
skills is the key to a continuing imple-
mentation strategy for case management.

Certainly the historical lack of resources
in the social service arena at the social
unit level has helped to reinforce the
negative and apathetic.attitudes prevalent
in most social units by the professional
staff. Lack of extensive and complex ser-
vice delivery networks have provided wor-
kers with a paucity of intricate program
delivery experience. Work experiences
have only served to reinforce negative as-
pects of the management part of service
programs. Aggressive management has been
the hidden, if not totally absent, aspec.
of soclal service delivery systems in the
past. Case management, with proper recog-
nition to this historical perspec‘ive,

can provide a vehicle for improved train-
ing and staff development. This under-
standing is crucial to the future develop-
ment of case management as a service man-
agement tool.

Another aspect which will effect the fu-
ture development of case management, is
the concept of purchased or contracted
services. The ldea currently is not an
Integral part of the social service de-
livery system. Even though the Ministry
of Soclal Affairs subsidizes many private
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Is even more acute if requests for account-

ability are directed by/to them to/from

employees of other ministries or private

agencies.
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Recognizing obstacles to the flow of ser-

vices, and dealing witli them realistically,

should be pursued just as forcefully.
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The successful implementation of the case
management concept requires the introduc-
tion, Institutionallzation and internali-
zatlon of a complex set of intanglible (as
well as tanglble) elements and understand-
ings. This Is a process that cannot be
started and be expected to carry through
by its own inertia. To the contrary, case
management is specifically geared to tackle
those aspects of normal operation that
would be left out if not consciously tend~
ed to. This points out the importance of
forward planning and ongoling supervision
of the whole process. Initial training
should be reinforced with follow-up train-
ing.

Demonstration projects introduce new ideas
and create new realities. But their suc-
cessful imolementation depands not on the
uniqueness of the new idea or setting that
is created as on the degree to which these
conditions could work under normal condi-
tions. -Sometimes this fact is overlooked
by the innovators who act as if the demon-
stration project operates in a void. A
case in point is the fact that the experi-
mental social units directed statistical
reports solely to the project rather than
to their natural headquarters (in the
Idarah or the Modereya). Reporting must
be directed to the regular organizational
structure, with copies going to the 155P.

On the other hand, all those who are expec-
ted to cooperate in carrying out the case
management methods should be included in
all planning for the new venture. Refer~
rals were made to other governmental and
private agencies without their previous
.preparation. Forms were printed with a
heading clearly identifying them with 15SP.
This brought people from other agencies
scurrying for explanation. Some resented
being sent relatively complex forms with no
prior explanation.

It Is important for national and regional
staff to visit the Experimental Units more
frequently. In addition to providing fol-
low-up and supervislon the visits convey
the message that something worthwhile is
hsppening. These site visits will help to
focus the work, boost the morale of workers
and will generate an atmosphere of serious-
ness and sense of purpose.
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The current renumeration system for case S s oY Il plhadl 0y, oy
management staff has not produced the de- ——— LN | R OR[N Ty Y (XY IO M P ]
sired results. Little, if any, changes In i...JL, Lt Oy 235 L,y ¢ dpglhall
work habits are noticed between case man- ot Laza Yl et Lad M, ALl Ul tlas)
agement workers and other soclal workers oSy Loy Lpslana¥l dasy b b w3
in the social unit. Incentive payments, If et S 1OY) LAl a1 gl Sl el
continued, should be contingent on meritor- oot Wide (o Las Lagbloy
lous performance.

The continuation of the case management S e Wl 3,001 pgide Ll el cadh,
concept will require significant changes CRRTS [ EE RO RPCE 3 TRV UARDEE B WU I P WSV
in the current apathetic environment. The c.sas adtadt 101 Geerhnd GLaiadb Gl ol
Initial glamour of implementation has worn alic dobe) plhndl 136 plal dao lag coneal
off. The difflicult task of bullding and a2l 3,0 5y el plal et ol Cagy o abLiy,
re-building must begin If the rudimentary i lead) sds b Leslpgtes JS b dslasadl
system developed and implemented to date is 15— LIl 3,180 pas ol cog LS . ba
to survive. Management at all levels of el Gl 3a 3 I Jaald doladl i bl e
MSA must actively participate in this pro- wloddey o bl GUiMadl sass gl con LS
cess. It must become a part of the regular g iwsy aclasa¥l gatth a,l 5y Jsla akldl
way of doing business for the social unit. @) 1 Jadinee ot . Jaladl L L
Organizational and authority relationships iyl odl slasl s aanan dessdt B, oY Cglals
throughout MSA must be defined and conveyed il BaLS eaa pyany o dejladl i il
to the operating staff. The future of case s Sy Sy el G101 el U e la
management as a service management tcch- wwleasdl padad Gl plhell gaus,, =
nique depends on aggressive management dir-

ection. Without this leadership, it will

continue to stagnate and eventually choke

the remaining service delivery system.
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Arrangement :

Designating and establishing cllent

contact with service providers Inside

the agency or through referrals to
outside sources.

Case Manager..t:

An essential function of service de-
livery systems comprised of a serles
of steps or activities designed to
achleve more rational and uniform
case processing, two-way communica-
tion and accountabllity between line
staff and and administration, and
coordination and Integration at the
single case level,

Case Management Process Requirements:

A set of essentlal, logical steps
through which a case Is supposed to
pass from the initlal evaluation of
request to eligibilitv determination,
case planning, arrangement, scrvice
provision, overseelng and case re-
cording; along with specitication of
what should be done at every stage.
They represent consecutive polints of
case decisions, actions and respon-
sibility which serve as <tandards for
quiding statt and ctients atong the
progracr’ s path of procedures, prote-
cals and rules.

Case Plnnnlm}:

Setting objectives for cases through
client-worker interaction, This In-

cludes ascertalneent of service avall=f
abi ity and setting a plan for arrange

ing, providing and overseeing those
services,

Case Recording:

Systematic documentation of case man-
agement activities that serves as a
basls for sharing tase Information,
Recording is differentiated by belng
Intended for immedlate line staft ac-
cess and ute, from reporting which
basfcally serves ranagesent and con-
trol purposes.
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Coordination of Services:

An aspect of integration of services
designed to:

a) eliminate unnecessary overlap-
ping of services;

b) prevent unnecessary duplication
of services to the same client
oy the same conditions; and,

¢) fill in gaps in services func-
tionally and geographically.

Eligibility Determination:

Ascertaining that the client meets

the conditions for receiving services,

either social or financial.

Evaluation of Request or Need:

initial client/applicant contacts for
the purpose of gathering, sorting-out
and assessment of information towards
problem identification and establish-
ment {on prima facie evidence) of

eligibility status {at a preliminary

level).

Integration of Services:

Establishing harmony and coordination
amotig different service programs so
that they become like one whole unit
geared to the needs of potential or
actual users of services. Scivices
are administered in a manner which:

a) provide prompt and necossary
assistance to achieve service
objectives, with

b) the least inconvenlience to the
service reciplent.

-Ine Staff:

Workers in face-to-face contact with
cllients, and who are responsible for
day-to-day operations of the unit,

Need:

A need Is any condition which limits
an Individual In meeting his or her
full potential, Needs are usually
expressed In social, economic or

health related terms and are frequent-

ly qualitative statements.
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Overseeing:

Monitoring client progress to deter-
mine whether service provision Is

proceeding according to the case pian.
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It may lead to corrective measures when SN TIPS Y

necessary.

Service Provision:

Serving eligible clients directly by
the service agency or indirectly by
purchase from private or public ven-
dors.

Service Request:

A need for services voluntarily re-
quested by the applicant.
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MODERIYA OF SOCIAL AFFAIRS- GHARBEYA

REGIST,
DEPARTHENT . . DATE
BASIC IAFORFATION ON FAMILY & SERVICES
SOCIAL UNIT / / 198
NARL OF FATHER/GUARDIAN NELIGION MONTHLY INCOME o
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MODERYA Cf S0CIAL AFFAIRS= GARDEYA

ARTLY «IENT

DEPARTMENT OF IEGI;YRATI:’u RES.STRAT
- o8
SOCIAL UNIT
ATE
PLAN OF SERVICES DELIVERED TO THE CLIENT
CLIENT'S NARE, FAMILY/GUARDIAN'S NARE

ADDRESS 190mme LA e 37 e AR A CITY/VILAAS e CENTER OV EORORATE e
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MODERYA OF SOCIAL AFFAIRS-GHARBEYA T
DEPARTMENT OF: REGISTRATIOMREGISTRATION

SOCIAL UNIT: NO,

DAT

NO. OF LETTER: .
DATE OF LETTER:

HEAD/DIRECTOR

DEAR SIR:

ATTACHED TO THIS LETTER IS FORM NO,2 (CLIENT'S FORM) OF MR,/
MRS, WHICH STATES THE SERVICES NEEDED BY HIM/ '
HER,

PLEASE STAT™ THE SERVICE PROVIDED TO HIM/HER BY YOUR AGENCY
IN THE COLUMN Fi.t SERVICES PROVIDED IN THE ATTACHED FORM & SEND
IT BACK TO US,

HEAD OF SOCIAL UNIT
NAME :
SIGNATURL:

2O
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SERVICES FOLLOW-UP FORM
MODERYA OF SOCIAL SERVICES-GHARBEYA
FAMILY CLIENT

DEPARTMENT OF: EGISTRATIONREGISTRATIO
SOCIAL UNIT:

i

NO,

DATH

NO, OF LETTER:
DATE OF LETTER:

MR SERVICE FOLLOW-UP DIRECTOR

PLEASE ANSWER THE LETTER NO, DATED ¢+ ATTACHED

TO THIS LETTER IS FORM NO, 2 (CLIENT'S FURM) OF MR,/MRS,

CONCERNING THE FOLLOWING REQUIRED SERVICES:

PLEASE FILL IN THE INFORMATION LISTED BELOW & RETURN TO US,
THANK YOU YERY MUCH,

SOCIAL WORKER HEAD OF SOCIAL UNIT
NAME NAME :
SIGNATURE ¢ SIGNATURE:

u\
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FAMILY CLIENT
MR, JHEAD ©F SCCIAL UNIT REG!STRATIONREGISTRATIO!
NO,
THE FOLLOWING 1S THE REQUESTED IN-
FORMATION: DATE
1) CLIENT'S NAME FATHER/GUARDIAN'S NAME

7) REQUIRED SERVICE
3) SERVICE DELIVERED 8DATE OF DELIVERY,
4) SERVICE DELIVERY 1§ STILL IN PROCESS

5) SERVICE REQUIRED REFUSED BECAUSE

6) CLIENT 1S TRANSFERRED TO NO, DATE
70 RECEIVE
DATE:
— HEAD OF AGENCY
NAME
S1GNATURE ;
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UNIT:

CASE MANAGEMENT FAMILY ALPHABETICAL
COFFICE: CARD

NAME:

FAMILY REGISTRATION NO,

ADDRESS
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1.

3.

SECRETARY POR CASE MANAGDNENT OFYICE
WORK RESPONSIBILITIES

To see that clients are greeted properly and welcomed to
the cffice.

To assure the continuing availabdbility of all Case Panage-
ment forss and office supplies as required by the Office

To receive and register incoming and outgoing corresnond-
-ance, and present it to the Chief of the Office

To work with the Office Chief and his Aide to set up ard
to maintain an effective filing system for Office Work

To assist in the preparation of required d-curments con-
cerning routine office affairs

TO work with the Chief to maintain an up-to-date infor-
mation file on all servicea available to community mem-—
bers for use by Office staff in cass management and re-
ferral activities

To maintain an Office appointment calendar
To p;r!orl all other clerical and secretarial tasks re-

lated to the case management function as directed by
the Chief

RESPOMSIBLE TO THE CHIEY OF TRE CASE MANAGEMENT OFFICE
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SOCIAL WORK AIDE FOR CASE MANAGEMENT
MORK RESPOWSIBILITIES

To assist the Chief of the Office in carrying out his
responsibilities with special attention but not limited
to the following:

1. 7To receive clients requesting services, either financial
or other

2. To explain Social Unit procedures and process for request-
ing services to nev clients or prospective clients

3. 7To assizt the client in giving basic information as need-
ed by the Social Unit for statistical purposes and initial
services planning

4. To prepare client requests for services for submission to
the Chief of the Office or to a Soclal Work Assistant for
Service Plan development

5. To saintain an up~to-date knowledge of referral agencies
and to assist staff in locating sources of assistance for
individual clients at thz request of the Office Chief or
the Social Work Assistant

6. To arrange supportive services related to carrying out
the services called for in the service plan (i.e. trans-
portation; accompaniment, etc.)

7. To assure that the appropriate forms are completed and
., returned to the Social Unit in cases referred

8, To -dnitox cases referred and to prepare the follow=up
report for review by the Chief or by the Social Work As-
sistant

9. To assist the Chief of the Office in maintaining an up-
to-date file on community services

10. To make home visits to review case progress when request-
ed to do so by the Chief of the Social Work Assistant

11. To prepare periodic statistical reports on case loads and
client characteristics as directed by the Chief

12. To assist the Chief in developing and maintaining strong
relationships with service providers

13. To maintain case records

14. To perform all other functions related to the Case Manage-
mant process as directed by the Chief of the Office

\\ RESPONSIBLE TO THE CHIEF OF THE OFFICE OF CASE MANAGEMENT
/
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APPENDIXT

CASE MANAGEMENT MA{UALS
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RULES FOR FINANCIAL AID: A GUIDE
T0 THE FIELD OF SOCIAL SECURITY
AND SOLDIERS’ FAMILIES
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(This 106 page guide is available for review An the

1SSP Caino Technical Assistance 0fgice, the Development '
and Training Center in Tanta and the Expenimental
Social Units,)
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A GENERAL VIEW OF AN AMERICAN MODEL
OF CASE MANAGEMENT
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(This 32 page booklet is available for review 4n the
1SSP Cairo Technical Assistance 0ffice, the Development
and Training Centan in Tanta and the Experimental
Social Units,)
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THE EGYPTIAN MODEL OF CASE MANAGEMENT
IN THE SOCIAL UNITS
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APPENDIX D

CASE MAWAGEMENT STATISTICAL REPORT
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1. Meceiving the cliens, 4oing an 1nttia cers,, eeudy of Sl ey U510l st e 2y, b JC"’”‘F PRSI },_
his case., assessing the services %e needs i assisting x
Nim 20 cbtaln ther from the Unit or local ~-rrusity * L“"-"J‘u'f'wt?b'““} ;;!

agencien.

). Caining ucnderstandiny and skilil ie offeri=s inteqrazed
social services, usin; “he Case “Manage~e~* T stem.

4. Understarnding the TOCHerative el  ti0TSRIf Tetweer dhe

Case Managesens Jffice a=2 citer ~ifices within X2 Unle.

§. mderscanding the 1:~:%3 ¢! Tase work procecures, such

as 3238y, diagmoals anl crestment.
§. Tmderstaniirg case-refsrra; a=3 feollow-up rricelires.

T. leamming registraticsm tkills

s. PReatatretics fro= cese =anajement cards, reccrds
and forms
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Toafessiorel Tesiatraticn Umlng case worx technigues

§. Unders:anding the crsanizaticn and realint ~I case

=3nsge™ent 21%Ta%isicCS

3. Trocessing of pensicms and firmancial atd tavougzh the Units.

TRAININS PROCPAM PA° TICIPANTS

1. Fesids of case manssemer: offices at the Experirental and
Tporadel Tnhits

2. Soclal workers in training {or case managemen: respon-
siblilzy in the Trits

3. melated supervisors for case management fclliow-up
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TRAINING PLACES

Training will be conducted in The Social Unit, local com-
sunity agencies and the ISSP in Tanta.

a. The Soclal Urnit: The socilal worker will be tratned
at the actual location wvhers he will practice case
ARanagemen. This .ocation will provide the focus
of his training.

b. Local Community Agencles: Soclal worker tralnees

will visit varied sccial service agercles to become
acguainted with local agency services, fcrm re-
lationships with thelir workers and learn how to mike
referrals.

Trainees will present 3 report on each agency visited
to the training supervisor.

€. ISSP - Tanta: Supervisors will meel with the social
work tralnees at regular intervals tc discuss problems
they have encountered and help. them reach an under-
standing of the ccncepts.

Initial Field Expertence

Field training will accorpany theoretical training. The
suggested time for initial field experience is after 2 weeks
of basic instruction. The Training Program with its two parts
will last 7} weeks. .

Steps in the Training Program

The Trainee will follow a program of gradual steps to
acguire skills in the area of Case Management application.
The steps are flexible, can be augmented according to Work
circumstances Or when necessary can be deleted.

1. EZarly Estadblishment of Professicnal Relaticonship and
Trust with Client

a. Cbjective: <o teach the social worker (l) how to-form
a relationship with the client (2) how to acquire his
confidence from the beginning, (3) how to learn the
facts related to the preblem and (4) how to enlist the
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client's cooperation in problem solving.

b. Means: Training will be accomplished by cbservaticn
and rols-playing.

(1) Students can sit in during conference tetween
Supervisor and client.

(2) Students will see thelr own clients, working wnder
the Superviscr of training.

c. Suggested time scale: One training day

feception of Client ar ~ Acccmplishment Of the Initial
Cverall Study

a. Objective: To teach the social worker trainee 20
apply the Inittal Overall Study, a differen: concept
then is used in conventicnal aid cases, with e~phasis
cn certain points: (1) Explaining integrated services
to the client, (2] Cocavincing the client cf ¢the effective-
ness of this system, ()} Being open tc ctrer farily
prcblems

b. Means: Observaticn, Use of records and case rmanagement
{orms and sociel worker's notes

€. Suggested time scale: 2 Training Days
Social Services Delivery in the ISSP

a. Objective: To teach the social worker trainee the
zodern concepts of the Integrated Services System:
{1) e=phasis cn non-financial sides and services as
well as financial cnes, (2) emphasis on client's
family as well as client: (J) emphasis on drvelcp-
mert as well as treat-ent

b. mMeans: Sequence of procedures through the unit-(1)
wWhen to refer the client tc the aid office oniy: (2)
When to refer the client tn ai” office and sorial
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services office: (3) When to refer the client o soctal o gl el GUGH : Gagit W1 Sl Lalel o6, A Al 2 O s )
services office only.
Pl e Jeaad! LSl Gpagadl SOl gk 7 Dy

It is important that workers from the different types
cf social work offices understand each other's roles. :._i..,.!!-‘

el e Ly Jran e TR g€ 4yl Pl Y1 sl
4. Application of Wcrk Frocedures in Case Study, Diagnosis . :__K:Jl.;...},i‘,..:,uaux,:x_-.sl,,.:,y,.!l S s Jeasd! oK A
and Treatment
: 34—-}“\.—

C. Sugjested Time Scale: 2 Training Days

a. Oblective: To assis: the worker in understanding

work procedures with cases, according to Case Manage- ) ARSI it SR K SRS W) | TN P -V R
sent Tore, S:uly, Tiasnosis and Treatment: to help 1 1 A 1
him understand e lirits of each step scientifically * Glamit L "‘L"CF):’J Wl Jeadl ey 2t gy 1 =

and practically

Oyt e ot laadl VR PR v!““ﬂ.ﬁ'-n.)"‘

D. Means: The sccilal worker Registration - (The super- _FL_Jl =il Pl ngs = Jeaadt Jlizot o G amg! Jaadl Jyiv o dagla )
visdr reviews the registraticn ¢to assess the soclal
worker's abtlity tc note pertinent facts at the initial - é" T Jpead Lr—q-L"f J"‘“‘if‘""""‘l“-‘-tf)b-‘“ﬂk“‘u C“-“

interview.)

ey gy e ! il e 1 i)l =

€. Sugyested Tirme Scale: I Training Days

t A LA SN YTl W Sty oMeadt Jlgzat 1 Lot

S. Applicasicn cf Case Referral and Follow-Up Procedures

a. Objective: TO teach the sacial worker ¢o understand '-5-1'-""
when referral ts indicated, the importance of follow-
$P. the fmportance cf a comprehensive knowledge of ’_". il A LI LR by ;-‘J-‘-"&—."‘ul‘v"“"“:-”‘—
iocal community agencies and how to create relationships
with colieagues from other agencles. Leels Joziz QUL A0 5 L LIT LN g wlall DLyl dnsudt 31, ult
b. Means: (I) Agency visits: (2) Reports on agencies; Ties Sl Jeaadlp 51 2 2 ¢ Sraall WICI L ailll Ui 3,8 iy - o+ Ll

{3} Tse of follow uvp forms and records: R R I JPFFR P N T V‘\h'—‘l‘d‘é‘-ﬂ cea fu,m

c. Suggested Time Scale: Training Days
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Magistration Skills

a. Obsec:ive: To assist the socilal worker trainee
to actgquire sccurate and pertinent note-taking
8kills in tha use of cards, records and case
sanagement forms: to help him develop professional
technigues of case work registration.

b. Means: Practice with forms, records, case files
during registratisn

c. Soggested Time Scale: 4 Training Days
Crganization of Case Manajemenz Statistics

a. Obilective: To assist the social-worker trainee in
crganizing <he office statistics

D. Means: Superviscr meonitors social worker tralnee's
use of statistizal forms.

€. Suggested Time Scale: 2 Training Days

The skills reguired tc understand the relationship between
the Pension and Financial Aid systems which will be
administered in the social unit

8. Objective: Helping the case manager to understand the
i=portance cf this step 1in recognizing the decentralized
agtherity of the social unis

b. Mears: Through the use of the various records and forms.
the superviscr has to be sure that the case manager

understands susu successfully applies the new system to
active cases.

C. Suggested Time Scale: 2 Tratning Days

Total training cays: 23 Cays
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I2. FIEZD TRAINING PLAN FOR AID OFFICE CHIEFS

Careral Cblectives cf Fleld Training Plan

The plan’y aim fe %5 give the worker skills .n the following
areas:

1. Estadlishiry a professiznal relationship and acguiring

clienz confidence {roe 2he beginning.

d. ZIrmvestizetirs finarmcial aid cases and determiring the
iegal amoumt cf aid deserved.

the re.sticnship between cCase runagement

4. Dewvelcping skill im using soclal security record and forms

$S. De.elicping cther aif registration skills such as:
a. Military Deperdencs
. Exles2icnal pensicns

< "sive LEWPCrary protects
2. Fcrmer ewpicyees’ famililes

€. levelsging skills in workirg vith crises and disasters,
toceh on the raticral and individual scale.

. Dmvelcping of fsllow-cp sikills in financlal ald cases.
§. Pregzaring budjets and crianizing other financial statietics.
Exrpwecte? Participancs

.

. Tizamcial 81l office heads (Experimental and Upgraded Units)

i. Tsture soclal workers 1in the aid cffice

). Atd coffice svpervisors (Follow-up)
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Traising site
The $ocial 1t - ISSP - Tartas

a. The $0C1al it The $0Clal worder will train at
the $ocial Lmit Ald Cffice which is consilered O
e the focus cf e training.

L. Tamta 1887: At e ISSF Certer tre s.yerviscr will
mpet with the aid worhers to Qisctoss 2ifflcllitiean
and reac™ agreemm~t asut Concepts. laperts will

e irnvitel tc lead LisT.ssicns wilth tte trainees.
PROCITIES ATTIVITILS

Fleld tralning will star: after %™e $0Cial worzers
Scmplete tws weels cf si.ly ! crecretical ccucepts of

Case Rarsgeswz am2 r.les atl rej.laticemy cf financial aid.
Ste;e i3 the Traicing Projran

T™Hhe Trainee will. f2ll0w 8 przgram cf sralial steps
TS AIRSire skills ia e srea ¢! financlal si1é Zelivery
arl e relatiomstip twee™ case management arsd aid. The
s2e78 are flexilie, <4~ te aosrarteld azcerding tC work
CLICARIANCES CF wie™ Telessary Tan be Zeletel.
I. Larly Istaniis“ment cf Przfess:cnal Relaticns-i; and
Trast with Cliens
3. xiective: TO teacr tre $5Cial worker: i how te
fzrm 8 relations™ip with the client: 1" %ow to acguire
nis ccrfiiience froe the beginning: (). hcw 22 learn
the facis relstel 1o the prablem: and.i4 sow Lo en-
iist the client’s cocperaticn in prodlem sclving.

B. Means: Rservaticr and rcole-playing

11} Stadents will cbserve superviscrs actuslly working

—w iyt 1ot At Gl e

T UL b P las Wl gk 5 Ll 1 Ll

RE e P

* eI LI LS el e UL ST Plast sl

L R P,

Tl Yl aar Ll 2t gy — 0D il Hlam VT (Sputlly ez Y
S SEE S IR IR SRC PR

C— ey t gl ol it =

——————

P e b e Lty bt day, i 5Lt : e

SRV U | P |

i 2L Lty it asladl ) (i e L1 310t 2l S sl
<SRN Gl it S aslay 500 RIS |
4 {1_,,]‘_ ‘-.’,
e P LU S M o astiite sl e ikt Sttty St
* eleenlely Jadll i by g it
B o:’.!l =Pt sl =

Sy e by

by 77 gt ey e

)




119

0L

with clients.

{2) Students will work with clients under supervision.
Skills emphasited will include: Pregaration for
interview by reading history of case since in-
ception, reception of client in & warm and re-
assuring manrmer, good listening. accurate note-
taking.

c. Soggested time scale: One Training Day

Investigation of Financial Ald Cases to Determine the
Aot 0f Lecal Ald Deserved

s. Tbiective: Tc assist the wortker in develcoring the
skills 0f case social research which include: Inter-
viewing technigues, home visit skills, how 20 determine
the amcunt cf aid Zdeserved, how to write up the case

5. means: Interviewirs, home-visiting and cbservation

of prafessicrals tn action
¢. Sujysested ime szale: 3 Training Days

Xnowledge of the Relaticrship Between Aid and Case Man-
agement C{fices

a. Thjective: How 2o refer the case from case management
to ald cffice, w-at data 1is needed from the aid office,

what fores and reccrds are used in the two offices

b. Means: Acgzuiring a knowledge of the cards, forms
and records of case ranagement and aid offices

c. Suggest time scale: 2 Training Days
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Xxnowledge of the Use of Social Security Reccrcs and Forms

a. C»iective: To assist the worker 1n the use of records
ard forms such as Porm/Security, Form 7, Form 20, etc.
7o supervise the worker in his regis:ration skills.

p. Maans: Practice :n the use of Social Security forms
an2 records

€. Suggested Time Scale: 4 Training Days
Xrowledge of Registraticn with Other Aid Cases

a. OLjective: To assist the worker in acguiring the
different skills needed when working with varied
case, eg, ™ilitary Families, Exceptual Pensions,
Lx-employee's Familles, Intensive Terpcrary Pro-
jects, with escphasis on skills required in each
type of case

b. Means: Study and practice in diagnosis, treatment,
registraticn technigue, forms and reccrds involved
in the above types of aid cases

€. <Time Scale: 3 Training Days
xnowledge of Procedures in Working with Crises and Disasters

a. Chiective: To actqguire skill in how to work with
disaster, both national and individuai; To learn
the responsibilities and limits of the workers' work
crises; to learn registration techniques 1in disaster
situations

b. Means: Study of records of national and individual
disasters. Practice in using forms and records
during crises

c. Suggested Time Scale: 2 Training Days
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7. Knowledge of Follow-Up in Financial A1d Cases
a. Objective: to assist the worker in learning the
follow-up prccess, how to register using fcllow-up

forms, how to gain irformation from other agencies

b. Means: Practice in the use of follow-up forms, home
visits and investigazion cards

c. Suggested Time Scale: 2 Traiaing Days

8. Knowledge of How to Prepare Budget and Organize Statistics
Melated to Services and Financial Aid

a. Objective: To teach the worker the skills of budget
preparation and organization of statistics

b. Means: Practice in preparing budgets and use of forms
involved in budgets and statistics

c. Suggested Time Scale: 13 Training Days

Total Training Time: 23 Days
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RIPCE OB TNE TRIRD TRAINING CYTLE TCOR IXPERIMENTAL PURPOSE.

This Cycle toock place in the Canter and was corpleted on
Thuarsday. Tebruary S. 1981, as follows:

L. Programe Name: The Tralning Program of Case Management
and Financlal Atd

2. Nomder and ype 0f Tralwees No.

Case Management Cffice Chiels.
Lxperimenzal Social Urits 2

Ald Clftce Chiels 2

Case Manajemen: 0ffice Heads,

Ypgraded Tnits 4
Aid 2{fice Reads, Tpgraded Units 4
Scperviscrs [
Soctal werk Tratnees (for Experimental
an2 Upgraded Units! 10

- o
Tcooal 28 Trainees

J. Program Dyration:
—

Thecrezical Trainirg (Tanta Center) From 1./15/80 to 1/1/81
Fiel2 Trairning, in 2he Units of 1/74/81 to 2/5/81
Tants First Bandar {city)
Tants Seconé Bandar
Kohafa-Shubra I Mamla-mehalla First Bandar
mehalla Seccrnd Bandar

The training days were Sunday. Tuesday and Thursday every week.

*24 Tratnews atterded prograr.
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. SCIENTIPIC CONTENT TRAINER HOURS

"1. Applied social service bssics in the areas of Case Management
and Pinancial Aid, divided into:

a. Professionalisa and Relationship with Cllient Dr. Salem Sediek b |
t b. Use of Integrated Services System of study, dlagnosis
and treatment Dr. Sharief Safar 1
a. Information in case work basics Dr. Salem Sediek 3
d. Megistration Dr. Sharief Safar 3
.3, Case study and planning: Dr. Sharief 3afar 9
Ca Management mesning, principles and planning
The relationship between Case Management Office and
other offices
, Mov to face the difficulties of application
|
'3, 8Skills needed for crisis solving Dr. Salem Sediek
Haroon GCamal-El Din b |
- 4. Planning for Temporary Intensive Assistance Haroon Camal El Din )
"9, Clients benefit from referral to community services Dr. Abd E1 Aziz Mokhtar a .
6. Case Management & Financial Aid: legislation, rules and Haroon E1 Shorbagi 1LY
current procedures Farouk Aawara 14
. Ibrahim Ef{ Dosuki 14
' Amin Ismail ]
{Gharbeya Social
Insurance Director)
7. Current recurds and (orms Dr. Sharief Safar 1y
Hatoon Gamal Ei Din 1y
8. Budget, teports and s-.atistics preparation Dr. Sharief Safar 14
9. Supecrvision of Ald And Case Management proqrams Mostafs Matar (1}
31

Total
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4. RIoIam Soal

Drperimeatal Soal: 7o give on-the-ict trairing to
xperisgatal and Tpgraded Trit Pmolicyees with the
clective =! raising thelr performance ssandaris in
Case macsgeng=: an2 A2 areas

Prcfessionsl Ccal-

(1) To provide the o4 ;Crtanity tO the scocial workers
t2 stualy the rules, laws amsd reguisticrs cf
Fisancial A:d

1c and ezhnical professicnal
meehods T3ilt Om case work an2 prosler-szlving.
THiE raining procram will srovide a lirk Detween
social wort and professicos’ w riemces an

efficisl reguireme=ts.

(1) o traim %ec~=izal staffl in tre ~echnijues of Case

Rerageaw=, whiCh (8 & new echnmigoe in the Unie.

This trainims byl e 1n line with prectical needs.

Sud-goals are CaseRarajeme=t gnd f{irmanmcial aid
work technisaes.

S. The program inczlaled:

a. ) fieil wisits to:

lefta SOocial marikaz and El Santa t2 know the Financial

A2 System

$ocial madilitarios Clfice, Tants fcor

Ll Arva [l wWatka and motased Awad Iriowmert in Alexandria

Jeaf and mite Canter at Hellcpolls:
Meztal Develcopmmnt Canter at Mataria
Igyptian Ladies" (rcupr at Nelicpolls

uvenllie cbservaticn
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wiasy Jal ofe. LNl Clateadt pUL e sl Mot . by et el o
B L e =S Stael) Ralaie 1 LBl wifey Uk
s Nt gy date Ve o SN Mg el ¢
s et de Bl L ALIL L SAN el ¢ Rada ! jaas pSdiy padt o ¥
Taaah
Mah | o py e b o gt gual gyl . aclasy [ et lawe plazel o, — o
S A, W aed dolas Sde o Wyl yl)
L S SRTY . RV UL IR BRI BT POV YLV AT ¥ S TR
o Agtlace P O 1} lJaa.n..! -1
S ALt Btat gl el gl ) Clgdalh ot
Sl A Spald Clemd! ppeadt Jand Ml T 0 pY e cUle U cuitS)y
JUERSYC S VA JUUC NEU Uy WU UOU oy SIVE ROUTGUJIOS T FOY I SPUr S vy |
La b ity bttt I e tas] el Gl ph bt e pay Lyl
CSSRN Uaaly Mty b, 1S e e Blaiad g g T
aadt Aodle 2 bt leas slin! phe w2 e /3 peleedd padadt il Ly
C LALUL Lelaze
. (S URN Py VIVETRE ST W e s v g ViU OU i O T
s edadt ety S el e jai )t ey Gt b dae dess ) i
o b b i ¥' b B gt At e S eyt el s el LY gt o Y
P T s Y ST ) CRYE L RV I DLIRUS v UEL ) SO i o 3}
s Dl Byt e rad
- W ekl Wy St e L
el el e kedhe et G JSS pele )t ks jlacat pluscet o
— sas!y ol et A Claciat $ae Pl e adt sdes g AL Slasetl 0t et Lo
el G pee ey S8y )t U el palndl by as Ltoa
L e L B B S e s~ =~ IV 2 CEPNPY S VO i s ¢

Slae A byt ot el taew ool B T 0%, Jele At Uy
et sl ey taw Artlaindt lae ol St wpdel uphid & gadt 5 oy ot

ciesess S0y e las,y pemSode pXJiy
St g s

S i A S s, [RTE T oY) } e
| ot pol dpame fp ) AR N INF Y




1A

b. Fleld social research feor & wunits: Ishnsvay, lutneway, metallet
Raracm a3d Rubra [l Bamis to cbserve progress in the achlevement
Gf the Mialstry's cbiectives

- ) ssminars at the Canter om:

Bow t2 be profesaional
1. mEA Coels
1. Case masagemen: System Challenges

Total Bowrs {31 the abcve [rogram wers J6.

6. Sapervisium cf practicsl traininrg was done by 8 trainers:
J vare from lefta. P! Sata a2 [. mehalls Il Fcira Sccial Markkazes

S ware tistnees in the program

(3perviesry Bave related work i the Ixperimenta. and re Upgraded
x1te;

T. Program $cleatific Corsultast:  Or. Mohamed Sharief Safar,
Casa worx Twacher, %00l cf Social Work, Cairc triversi-y, Cairo

8. The Frigram Spervising Committes comsisted cf:
a. The Case Ranageswrt and Financial Ald Comnittees at the Canter,
Sesiad by Sr. mohane? Sasd AbE Ll Khallk:
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b. Treinisg Staff et the Canter: end
€. Tha Sciestific Comsultant:

9. Cvaizaticae:

a. Fre-evaluatiom for trainees needs’ assessment
®. [valsazioa €xrieg the crogra® on 1/1/780 0 measure the
trainlieq Lmpect O trainees
c. Post-evaluation cornsiszel of:

id?

wmed Ior a8

the trairees

12) A written %test % measurfe rainees’ aitieverent
(THis sccre will te 30V 2! each trairees’ {inal grade
with fie22 traimirg counting for XV ang Center

Tratnisg Staff's rating cTuntiimg for 2TV

«V.

e Sope tNAt The Canter thrsugh this prograr has contribated to
$acias Trit wark cdavelcpment and 1o the Prolect goals.

Trai=im3 Specialist Tanta Censral 2irectcr

and ¥ead of Local
Technical Secretariat

b ¥4 P4 33

=

A progras evaluatica {zrm Fresented by te lorsultant and
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FimAl (XA IRATION FOR Tw
CASE mAaMCIMINT & FinAmCiAL 41D TRAImIRG CYCLE

Tims otlownd: ) wry. Total Crades: 100

Aptume the folleming questions:

PART .

V. "Tha Lose Monsgemnct ivitem i3 o new techioue [n The erder.=me~t.! social
onlits ralated to the Rinistry of Social Affairs™. Discuts this Stotemwat
with enpletis on t™ae foliow ag poicts: (13 graces)

2 The amr oopenizetions! st clers ©f thw eape memtal 30 3 WAt
ond the relatiorsh’s Setween 1% {ste Pecsceme~t o'’ (e 2~d t'w
othgs eff.ces = 1niy AturClure.

b The mnle foret wred ¥y thw late “enagumart C°F ce ment . 0n ng
briefly tha cortents of eact.

€t Row 16 wtiilze t™e deailad'e revonrces !a the Cown~ .ty

1. Bo vow sgree or €isegree o ™ the ‘Ollowing tlatemerls and why
o~ The Case Morspement System “ove courative goals or'ly.

(23 graoes)

b= The gliont s the win corcesn im tois yyitea,

€° ™o socis! stedies carried by 1% CA3M @ecage’ 4’E €8t e’ then
thote Corriond by t 30ecia! sty i~ tha F.ogmc gl Aig -2 Sogia!
Servicas offices.

> Al cliomts ef the Sox.a! o= ¢ are legidle 12 be-efit from the
CASE NONOgAmSNT TySiem.

o= T™he case senaper mey mere the 3t irterview w I the Client without @
pre-pies ot thes reviews t.

rERY 5t

J. Seet’ what Mind of atsittence can a cliemt ©r Sy Fariiy receive in
[ L) t™e followiag cases: ()2 grases)

8- A 1) vear-e'd oltaw o Nas ) 30m3 o are (Y, 14, ang 11 vears Bld.
The tad yourger 20R% are $1:71! Stufying, 1™ C Zer 10m c1e€ to worh
in g carpenter’s 1hO® Ml stopped (a%ely ¢ 1YW YD CEIT Bon MNas 8
“apr”  wdition.

v Aolre wose wiser, . laft ner s Nar four-yesr ©T¢ L ugnter

. without o~y @ONEY - o0 tN" thres BORIR. TRy wOwes wa~tl o
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