3.100 
Overview

Care/Service management services which clearly respond to a consumer’s clinical, psychosocial, and support needs are the cornerstone of effective, quality-driven, individually focused, integrated care programs.  Care/Service management processes must ensure access in a timely manner to the least restrictive and most appropriate services; facilitate continuity between multiple systems and various levels of care; minimize service delivery fragmentation; and promote long-term stabilization which leads to rehabilitation and psychosocial reintegration.

Components of an effective care/service management system include well-trained, licensed, sensitive Care Manager/Service Managers, a credentialed provider network, an advanced information system, and the availability of a range of community-based service and support alternatives.  This structure is grounded in a philosophy and approach to care which is based on the following tenets:   

1. A recovery orientation which respects the consumer and incorporates the following principles: 

· Consumer empowerment, particularly in the areas of voluntary treatment, choice of treatment options and providers, and self-advocacy;

· Consumer and family education concerning psychiatric and substance abuse disorders, treatment, clinical roles and relationships, and consumer/family rights and responsibilities;

· Treatment plans that reflect a consumer’s desires and goals and incorporate family/social system support, if appropriate and desired by the consumer;

· Independence and self-sufficiency (e.g., living independently in the community, employment and vocational considerations);

· Access to a range of community-based services which consumers may access independently without a referral;

· Reducing the stigma of mental illness; and

· Encouraging peer support to augment treatment.

2.  Consumer- and family-centered care/service management processes – particularly for children and adolescents – which build upon each other’s strengths.  Family support is encouraged and incorporated as part of the treatment plan.  

3.  Treatment options that match specialty providers with consumers’ unique needs and desires.

4.  Care/service management that occurs in close geographic proximity to the consumer.

5.  Services that are community-based whenever possible, incorporating a consumer’s natural support systems (e.g., family members, extended family, friends, schools, recovery and self-help groups, employment, vocational, and educational services, and other community resources).

6.  Collaboration between Care Manager/Service Managers, providers, consumers, and family members with other systems of care (e.g., physical health, school, community support, law enforcement, court personnel, and other professional caregivers involved in a consumer’s life) in order to ensure effective coordination of care and diminish fragmentation of services.

7.  Care Manager/Service Managers who are knowledgeable about community resources and feel empowered to think and act creatively; 

8.  Care Manager/Service Managers, providers, and other behavioral health staff who are cognizant of ethnic and cultural considerations throughout every aspect of treatment; and

9.  A managed care system that is “user-friendly,” (i.e., easily accessible to consumers and providers who have questions about benefits, services provided, claims, community resources). 
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