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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



Learning Objective:
Through presentations from two 
USCCB/MRS local diocesan 
resettlement programs, participants 
will increase their knowledge to 
ensure a high standard of quality in 
their office’s R&P and MG case files.



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



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





Case File Documentation Requirements



USCCB/MRS Case Mgmt. Manual



Tips for Organizing the Case File
1. Case file is spacious enough to hold all required documents

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

3. If MG: this is clearly marked on file exterior

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

5. File is divided into appropriate sections/tabs

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

7. Each case note includes service date, mode of service, staff name, who provided 
language interpretation when needed – and the note itself

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

9. If file contains documents for more than one program, they are separated

10. All files are uniformly organized – each document is found in same location in all files



First Presenter:

Laurel Collins
Associate Director for Self-Sufficiency



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 
supporting documentation.



Quality Assurance Training

• Provide detailed 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 
increased efficiency with case file 
audits and ease for finding required 
case documentation.



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



How to access Higher’s Online Learning Institute
Only use Internet Explorer when accessing these e-trainings.

Here’s the URL:

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



Vjosa Tashi
Quality Control Coordinator

Second Presenter:



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



Qualitative Review



Documentation Review



Case File Quality Assurance
• INTERNAL REVIEW: 

• Supervisor review: 
• At case consultation or when closing the file

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


