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Promising Practices Series:
Spotlight on Case File
Quality Assurance

Prepared by USCCB/MRS
Diocesan Development and Support



Purpose of this Webinar

To highlight some of the promising
practices in case file quality
assurance used by:

« Catholic Charities of Arlington, VA

« Catholic Charities of Houston, TX
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-~ Learning Objective:

Through presentations from two
USCCB/MRS local diocesan
resettlement programs, participants
will iIncrease their knowledge to
ensure a high standard of quality in
their office’s R&P and MG case files.
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Different Approaches to Case File
Quality Assurance

» program managers/directors perform all quality
assurance

< case managers perform some quality assurance

<+ quality assurance staff member on resettlement
team performs quality assurance

<+ quality assurance director or manager for the entire
agency assists resettlement with quality assurance
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Establishing and Maintaining a Case File

R&P CA and MG Guidelines give very limited info about
exactly how to maintain a case file

Establish and maintain a case file for each case served by
your agency

Each case file should be treated as confidential
Case files may be in electronic or hard copy format

Each case file must contain evidence of required basic
needs support and core service delivery
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Case File Documentation Requirements

e e s e s USCCB/MRS MG CASE FILE MONITORING TOOL

affice statt may 3150 use RF-24 1o review thelr RAP files, TRIS Is not 3 required case file document.

[N [Date of Arrval | (50" Doy | | pmormanmesnre [ Jommeenmme [ ]

| Case 2 | | Wb sze | [ Sus e Dnous s | EnroliedinMG: Dves CNo | S Je. “ B R
R&P PRE-ARRIVAL status in file date
A, Case’s ta [MRIS, .
B Verd - Tto USCCB/ MRS [MAIS MATCH GRANT SERVICES Present Meets Comments
C. Assurance Form (MRIS) 1. Case File Marked as Match Grant
[D- Travel Notifications (1~ and 2] (MAIS) Disremnt
DI/ for vome SH4 2. MG Section Distinct from R&P Section
A mmxun. requirements v o :
O e | e i 3. NaiBcsion of Pasdiog Beiliass % lock MG
R&P Housi ist (a-21) ber Do - asencies (sou-refiugee clients anly) _
i serial S (= A— 3. Inake Informaion to include elizbility
G. REP Supply Checklist (ar 22) betore or Lpon ' form documentation
arriva Drequired catenote & .
R&P POST-ARRIVAL Status in file 5. Client Assessment Information = -
1. 1-94 (or copy Of SIV visa) ior cach caze member | 0182 0RO wes . . arslated or Interpreted _ Signed  Dated
DOS-issued Transportation Boarding Letter Soardng s T N/A For SN coumt
with CB8 stsmp ::im for S1vs) " (st DGR 7. Decision not 10 seek employment for individuals
3  For each member of case oeeting Guideline definition of emplovable
Z. EAD copies (or LPR copies for SIV) ror cen copet of (AD: OF O copes olifhs Signed _ Dated  Translated orInterpreted
case member (USCCH/MRS ;r.-m.r:m not in Coop Agmt) 8. Client Rights and Re: ibilities Statement
st lated by atfilate staft T - =
and sigred by Clont(s). Also chec for Fomissory Note. 9. Sd!hﬁu:::\ Pla - Signed _ Dated  Translated orlnterpreted
10. Enrollment Budget. Pre-employment client family Signed Dated
budget.

2. Detailed information in Cave Note Log or Notation
of activity in Case Note Log with reference to
detaills in either a service for referral form or service

78 - #37 below: 517l must other mrite: (3) 8 ol Ca5e N0l 30U The GOIVery of LS oS 0/ vice NSed Deiaw thal relerences 3 COmPISted Case AIe
form, OR (b)  thorough case note capturing aif info on the case file form. Log must tel the compiete story of the case. Late services must note reason.

8. A Rece O required case note A Daeof
1 NJA for sorme SVE
3. Housing and Personal Safety orientation O required case note B. Sarvices based wpon needs mnd goals in seif-
within | calendar day of arrival sufficiency plan, including ESLELT
10. Homv-s;:rwod:wdaﬁﬂa_ra;y after 2 HV form (RF-32) | exollment and progress
arrival (RF-32) O required case note ie j j
11, Client Intake (376] winn 5 werking a7z of srvivsl c ey Lajoh oo
[12. Service Plan (=77) witnin 10 working Gy confile DOcompleted ontime | commants D. Regular contact with and reports on progress of
USCCA/MRS standaed; 30 days per Coop Agreament it i case Juee USCEB/MAS CMMA) ‘members of the case
13. Acule care Cases: cases wih severe |mess/
other urgent condition recv'd appropr/tmely medical belp E. Provision of Childcare and After School Care,
14. Application for Social Security Number - 7 if needed
working days of arrival O reguired case note F. Documentation of full provision of bousing
15. Application for cash assistance wnin 7 workng | O required application and essential urilities (Lease and vouchers)
days of arrhal (e.5. ACA, TANF, MG) Cragutred case nots G. DProvision of adequate food and food subsidies
| assistance wihin 7 O application required (SNAP, food stamps)
working days of arrival: Medicald or RMA O required case note H  Provision of ransportation (Le. bus pass, ride
tion for food stamps w<nin 7 workng days | O required appiication share etc)
bt O reguired case rote L Emmmm‘mlimmge\
[ 16, Notification of change of address z USCIS/0rE | 0 cocumentatien if available &
within 10 cajendar days (21l case members, ncl. cniidren) | O oo ired cace rote 7 Emplmm Follow-Up Witain 2 Weeks
17. Assistance with enrollment in ESL == ) : Employ position was found
appeopriate wiin 10 werking days (all non-exempt adults) bl \:.)7““\112 kot i
18, Assistance w/ enrollment in appropriate O required case nate —— il
Services w/in 10 work days (nehudes MG

W
K. Employment follow-up through 180 days after
Ll
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USCCB/MRS Case Mgmt. Manual

USCCB/MRS Refugee Resettlement
Case Management Manual

The Application of Social Work Principles, Ethics, and the
Case Management Approach in Service Delivery to Refugees

DEPARTMENT OF MIGRATION AND REFUGEE SERVICES
United States Conference of Catholic Bishops
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Tips for Organizing the Case File

Case file is spacious enough to hold all required documents

Leqgible case file tag on each file w/ case number, DOA, P.A.’s name, and case size

If MG: this is clearly marked on file exterior

If case contains attached minor, this is clearly marked on file exterior

File is divided into appropriate sections/tabs

Each section has a cover page with a heading and list of documents in that section

Each case note includes service date, mode of service, staff name, who provided
lanquage interpretation when needed — and the note itself

If case note log contains notes from more than one program, indicate the
program/funder name

If fle contains documents for more than one program, they are separated

All files are uniformly organized — each document is found in same location in all files



;‘l
"'
First Presenter:

Laurel Collins
Associate Director for Self-Sufficiency
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~ Case File Reviews

« Establish specific timeframes for
file reviews, e.g. 30-days,
80-days, prior to submission of
R&P Period Report.
* Prior to R&P period report
submission, cross check report
with case file for consistency
and accuracy.
« Create cover sheets containing
check lists of case file S

CATHOLICJ &

supporting documentation. CHARITIES
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~ Quality Assurance Training

* Provide detalled training for staff,
volunteers, and interns on case file
organization and supporting
documentation.

« Establish a uniform order for all
contents of case files allowing for
iIncreased efficiency with case file
audits and ease for finding required
case documentation.
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Resources for Training and Guidelines

USCCB MyMembership webinars:

« Best Practices — Case Recording
 R&P Case File Documentation

 R&P Strategies for Effective Case Notes
« Common R&P Findings

Higher Online Learning Institute
« 6 W’s of Good Case Notes

CATHOLIC =

CHARITIES



How to access Higher’s Online Learning Institute

Only use Internet Explorer when accessing these e-trainings.

Here’s the URL:

- https://learning.higheradvantage.org/#/login

On Login screen, click Sign Up

oY

higher

Welcome. Please log in below to access your courses.

N

Login

Username

Password

[:]Knomsimdm * Forgot Password?

Login (Existing Users)
OR

Sign Up (New Users)

On Sign Up screen: type USCCB next to
Q, icon, then click Sign Up (New Users)

Sign Up

Please enter the enrollment key name, then click "Sign Up".

& usccs

Sign Up (New Users)
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Second Presenter:

Vjosa Tashi
Quality Control Coordinator

a- Catholic Charities
of the Archdiocese of Galveston-Houston



Case File Quality Assurance

- QUALITY & COMPLIANCE REVIEWS:

1. Qualitative Review:
Reviewed by QC committee
Quarterly
Based on COA standards

2. Documentation Review:
Reviewed by RR’s Quality Control Coordinator
Quarterly
Based on COA standards

El- Catholic Charities
of the Archdiocese of Galveston-Houston



Qualitative Review

Cathwlic Charities of the Archdiocesc of Galvestuo-Honston
Quality & Compliznce
Qualitative Cuse Rovord Revivw Audit Form

Pragram; Clicnt Nume/#: -
Chse Manager: Nate af Review:
Reviewer: Date of Admission:

Quulitative Case Record Revicw Ratiog Indicators  File Status: _1Open [ Closed

Seale:

4= Full Compliaoce

3 = Partial Cumplisuce

2 = Purtinl Non-Compliancc =
1 = Non-Compliant

0 = Not Applicable

Suchion |- Assessment Date of Intake:
Oate of Initia’ Assessgens:

's therc an adequat= 3ssessment of clert needs?
4 rfui vation proy ded aderesses all of -he fallowing 2lements
*  Theiritia’assescricn: ‘s zomaletad w Liin 32 days of init'sl Face to facs zortact, o7 wilkic
desznaled pragam guicellnss.
®  The asscusries § I0Mprehcns’ve in nature, yet himilad to irformatior sertiqeal wo
meel 'ng S2rdce recu st ane abiectives
e assesamr= -t is ci‘esoc at zoncarrs laentif ad durirg inTzhe
“ne assassmart Weiiies the client's arma. ceeds ‘ar suapart anc /o servoes
T EssessmAnt s o0 Wiral v resnonsive
Reatzasements arc concuctee aarJally, or as W@anac (0 respcse o cranmatic itz evon s
thal s gri“cartly impact service delivery,
_ —2 glzmenls a6 cat fly sevewpze, or 1 recessary e'B—ent is missing
2 | 2armoreelemarts ace rot fully dovelop2d, 20 2 or ee € errerts A% IMissng
1 Taer=is o usscssoent Fownid i Lha case File
MAa | hot App lcoble

g

Commencs

| Section |I. Service Plan - Dave of 'n‘tal Service Plan: _ _‘
Is the Plan of Service logically connected ta the assessorent?
4 I*formatian covided aderosses all of the o lowirg 2lamants |
* TheSe~ace 2 ar s corrpletec wizh'n 18 Usys of the assessme.. or wi-hir cesEraled
Pregran guide ines.
= Ac Sa-vice Plan is based on Lhe assassmeat. not, a ressenaals explaracion is pravicsc. |

EARCCORIS INFIRMAT OPACyw Fie Medow  Wanage sed!, A il Ras s Duniluijue ey aw\-crme\ilusdtitha: Case Record Red=w Ring
Fuliiglons 372017 docw 17472017 Tlev as
Page 1 of 4

Catholic Charities

of the Archdiocese of Galveston-Houston



Documentation Revie

Program: Client: ___ B

Case Manager: Late of Kevicvs —

Revicwor:

PDocumentation Roewlow Raling Indleators Scale:

4 = Full Compllance
3 = Partial Campliance
2 = Martial Man-Camplinnce
=Noun-Campliant
U Not Applicable -

1 Sectiun |, Client Information/Intake {

Is thiere adequate information necessary 1o provide services? s 3
a All of the fellovsing information is provider

= Damaographic intormarion for ali membors of the case

* Caontact information

*  Case iscnrdlled in ETO [Client Informatian Sheet) S

L] Reason {ar requesting services reterral

3 1 -- 2 elemants are not fully develaped, ar 1 necessary element is missing o 1
2 3 ar more elements are not fully developed, ar 2 or mare clements are missing o
i | Thereis noclientinformul’on fesnd in Lhe case file s
N/A | INot Applicablc r
' Commonts e . . i

Scctian Il Clisnt Rights
Is there adequate documentution that client has been informed of hisfher rights?
b Al of the iﬁll(nﬂinp, dacumentatinn is available inithe case rerarrd
=  Client has receivetl a wrilten suswnary af his/her rights and responsibilities
»  Client has ghven written cons2nt 0 cominunicate speclfle confidential inforrmutior
Listlosuie Decurnentation conplased when canfizlentinl infermation relcased to axternal

-
autily
1 = clicat siEnatwe on Infoiize Cotwent ta Senvice document - bem
3 1 2 ulere s are not tuly develope:d, ar 1 clament ertisely missing .
z? 2 ocr mare canents are el iully devidoped, ar 2 armore @ 2PN dre m 4 I

_,1‘7‘;39 recor’ daes nat a2t any a0 the idenbifne:s o Lo, : o

NSa Spulaable . —
Comments

E Catholic Charities .

of the Archdiocese of Galveston-Houston | - - -




Case File Quality Assurance

- INTERNAL REVIEW:

- Supervisor review:

At case consultation or when closing the file

- Peerreview:
Monthly/Quarterly
Reviewed by Case managers and Supervisors are present
USCCB monitoring tool
Marked for changes needed and returned to Case manager

El- Catholic Charities
of the Archdiocese of Galveston-Houston



