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ARTICLE INFO ABSTRACT

Case management is a crucial strategy within the field of social work that
facilitates the resolution of social issues faced by both individuals and
communities. The proficiency of social workers in formulating case
management strategies is a crucial determinant of the efficacy of social
interventions. The primary objective of this study is to examine and assess
the proficiency of social workers in the development of case management
strategies. This study employs a qualitative methodology, utilizing in-depth
interviews and document analysis as data collection methods. The
participants of this research are social workers who possess extensive
expertise in several social settings. This study yields the conclusion that case
management within the field of social work plays a significant role in

Keywords: . delivering comprehensive assistance to individuals and families with
Competence, Social Worker, Case intricate requirements. The case management process involves multiple
Management. stages that include outreach, needs assessment, service plan development,

implementation, coordination, advocacy, reassessment, and case closure.
Social workers must have strong competencies in communication,
interpersonal skills, crisis intervention, and patient and family counseling to
be successful in their work. Ethics and values are an important foundation in
case management practice, and social workers must adhere to codes of
ethics and professional guidelines. Additionally, they must be sensitive to
cultural and linguistic differences and collaborate with various third parties
involved in client care. With a deep understanding of a client's situation and
appropriate skills, social workers can help individuals and families achieve
greater well-being and overcome the challenges they face.
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1. INTRODUCTION

Enhancing individuals' well-being, enabling them to surmount obstacles, addressing societal issues
and inequities - the pursuit of these objectives constitutes the fundamental essence of social service work,
necessitating a comprehensive and multifaceted strategy (Husna, 2014). In order to provide appropriate
support and resources to individuals in need, particularly those who are vulnerable and oppressed,
professionals within the realm of social work assume diverse tasks (Sukmana, 2022).

The field of social work has witnessed substantial expansion in recent decades. Within the
framework of dynamic social development and the escalating complexity of community requirements, the
significance of social workers' involvement becomes paramount in endeavors to address a multitude of
emergent social issues (Andari, 2020). According to Maatisya and Santoso (2022), social workers have a
crucial role in comprehending, providing assistance to, and offering support for individuals and
communities with various social difficulties. According to Ocktilia (2015), their approach is centered on
the individual, with the aim of mitigating the effects of physical, behavioral, and mental health issues that
may have an influence on the overall well-being of the community.

Social workers fulfill several roles, serving not only as suppliers of health services, but also as
intermediaries who facilitate the resolution of health-related issues and facilitate the connection between
clients and pertinent government programs and social services (Santoso et al., 2020). With a holistic
approach, social workers are committed to ensuring that individuals get the support they need in various
aspects of their lives. In a healthcare setting, for example, they can provide direct counseling to individuals
facing physical or mental health problems, help identify available resources, and work with various
parties to ensure clients get access to appropriate care (Rusyidi & Raharjo, 2018 ). Thus, the role of social
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workers is very important in creating a healthier and more empowered society. Top of FormOne of the
approaches used by social workers in carrying out their duties is case management (Abdiansyah, 2021).

Case management in the field of social work encompasses a systematic approach that entails the
organization, facilitation, and documentation of social services and assistance in order to address the
comprehensive needs of people, families, or communities (Rapp & Chamberlain, 1985). Case management
in social work is a collaborative and client-centered methodology that seeks to facilitate the access of
vulnerable populations to essential resources, support systems, and interventions, with the ultimate goal
of enhancing their overall well-being and attaining favorable results (Netting, 1992).

Case management is a systematic approach that involves the strategic planning, coordination, and
execution of organized social interventions with the aim of assisting people or groups in attaining
predetermined objectives (Reilly et al., 2010). The aforementioned method plays a vital role in ensuring
the efficacy and alignment of social services with the needs of clients. Case management is a fundamental
component of social work practice, serving as a vital mechanism in assisting individuals, families, and
communities in effectively maneuvering intricate systems and obtaining essential resources (Knei-Paz,
2009). Social workers specializing in case management possess a distinctive combination of skills that
enables them to provide effective support and advocacy for their clients (Craig & Muscat, 2013).

Case management involves a series of steps, including identification of social problems, gathering
information, planning interventions, implementing plans, and evaluating results (Moxley, 1989).
Therefore, the competence of social workers in designing case management is the key to achieving
positive results in social interventions. Social workers must be able to deeply understand the social
problems faced by clients, identify relevant resources, and design appropriate and effective intervention
plans (Poluakan et al, 2020). In addition, the ability to communicate with clients and collaborate with
various stakeholders is also an important aspect of designing successful case management (Brun & Rapp,
2001).

Although case management has a very important role in social work practice, in-depth research on
the competence of social workers in designing case management is still limited. The need for this research
is increasingly urgent because of the dynamic changes in the social context that require an adaptive case
management approach. Therefore, this study aims to explore and analyze the competence of social
workers in designing case management, with the hope of providing better insight into the factors that
influence the effectiveness of social interventions and the professional development of social workers in
the context of case management.

Literature Review
Social worker

Zastrow (2007) states that social work as a profession that provides social services effectively and
constructively needs to be based on knowledge, theoretical concepts, skills and important social values.
According to Fahrudin (2012), a social worker is a person who tries to help individuals to improve their
social functioning through activities by engaging in social interactions with each other. These social
interaction activities aim to create new social relationships. Social workers have the ability to help
individuals who have various problems, with their ability to provide help to other people, making social
workers really needed.

According to Suharto (2010), there are five roles of social work in social guidance. These five roles
are very relevant for social workers who will provide social assistance:

1) Facilitator. The vision of social work is that every change that occurs is basically due to the
client's own efforts, and the role of the social worker is to facilitate or enable the client to be able
to make changes that have been determined and mutually agreed upon.

2) Brokers. The role of social workers as brokers carries out transactions in social service networks.
Social workers who become brokers' understanding of the quality of social services in their
environment is very important in fulfilling their clients' desires to obtain maximum profits.

3) Mediators. Social workers often play the role of mediator in various relief activities. The role of
mediator is needed especially when there are striking differences and lead to conflict between
various parties.

4) Defender. Social workers seek to protect the rights and interests of clients and provide needed
services, and develop programs. Several models can be used as a reference in carrying out the
role of defender in social assistance.

5) Protector. In carrying out their role as a guardian, social workers act based on the interests of
victims, potential victims and other at-risk populations. The role as a protector includes the role
of various abilities related to: (a) power, (b) influence, (c) authority, and (d) social control.
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Social Worker Competencies

Social Workers are now equipped with Competencies. Competency standards are provided and
prepared by the Government so that social problems can be resolved properly. Competency standards for
social workers are regulated in Minister of Social Affairs Regulation Number 12 of 2017
concerning Competency Standards for Social Workers promulgated in the State Gazette of 2017 on 11 July
2017 after the day before it was signed by the Minister of Social Affairs Khofifah Indar Parawansa on 10
July 2017. The social competencies include:

1) Knowledge is knowledge built from the concepts of behavioral science and social science and
developed through research and practice.

2) Skills, are skills that Social Workers must have in carrying out social work practices, which are
based on basic knowledge and values, general principles, and the code of ethics of the social work
profession. Social Worker Skills consist of general skills and specific skills.

3) Attitude, is an attitude that is built from basic values, general principles, and the Social Worker's
code of ethics.

Case Management

Case management skills are an approach in social work that aims to provide services to individuals
who need assistance in certain situations. The main goal is to ensure that people with problems get all the
services they need quickly and effectively. Therefore, a case manager must have the ability to analyze the
client's problems and needs based on the results of the assessment conducted by the assessor (Saeebey,
1996).

With various types of problems faced by clients, a case manager must carry out various functions to
ensure that the assistance provided is optimal. One very important function in case management is
coordination, because its implementation always involves cooperation with various parties to access the
resources available in the community. Case management often means assisting clients in accessing these
resources by organizing and coordinating the resources available in the community (Lymbery, 1998).

Case management in social work has several objectives. Case management objectives include:

1) Guarantee the continuity of cross-sectoral services at a certain time or period

2) Guarantee service responsiveness to various client needs including service changes, if necessary
for the lifetime of the client.

3) Helping clients gain access to needed services, solving accessibility barriers caused by
affordability criteria, regulations, obligations.

4) Ensure that the services provided are in accordance with client needs, provided in an appropriate
manner and are not duplicative.

2, METHOD

The employed research methodology is the descriptive qualitative approach. According to Moleong
(2017), the primary objective of descriptive research is to provide research findings using descriptive
language rather than numerical data, so enabling the obtained information to serve as the foundation for
the research inquiry. According to Bogdan and Taylor as cited in Moleong (2017), qualitative approaches
refer to research methodologies that generate descriptive data in the form of written or spoken words
obtained from individuals and observable behavior. The utilization of descriptive research employing a
qualitative technique is seen as more conducive and significant in addressing issues pertaining to the
research focus (Sugiyono, 2011). The data collection process involves the utilization of interviews and
documentation. The data analysis model utilized in this work is an interactive model. In the context of
interactive analysis, the obtained data is carefully examined, investigated, and subjected to analysis,
leading to the formation of an abstraction. Following the process of abstraction, the data is further
organized into discrete units, with a concurrent assessment of the data's validity. The ultimate stage
entails the interpretation of data.

3. RESULTS AND DISCUSSION
The importance of case management in social work

Social workers employ their expertise in case management to offer comprehensive assistance to
individuals from various cultural and socioeconomic contexts. Rather than solely concentrating on health-
related matters such as chronic illnesses, mental health problems, and co-occurring ailments, the authors
also consider significant social and environmental factors that impact an individual's overall well-being
(Raiff & Shore, 1993). For instance, a social work case manager may take into account the impact of
limited availability of humanitarian assistance on clients' ability to effectively manage mental health
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issues. According to the National Association of Social Workers (NASW), the adoption of a person-in-the-
environment viewpoint enables social workers to gain a comprehensive understanding of an individual
beyond their mere "biopsychosocial status.” This approach has been found to contribute to improved
health outcomes.

Social work case management entails addressing the multifaceted requirements of individual
clients and their families. It is imperative for professionals to do a thorough assessment of the patient's
present circumstances, establish mechanisms for accessing social services, facilitate the coordination of
care provision, and evaluate the outcomes resulting from their supportive interventions. Case
management in the field of social work include an examination of the various factors that influence health
outcomes, including both individual and societal factors. Interventions are implemented at both the
individual client level and the broader system level. According to Greene (2017), it is imperative for social
workers to possess robust interpersonal skills, a deep understanding of the case management process,
and the capacity to sustain therapeutic alliances with their clients.

The National Association of Social Workers (NASW) places significant emphasis on eight distinct
components of social work case management. These components are designed to address various stages
within the client-social worker relationship:

a. Outreach, referral, identification and client engagement are the initial steps in social work case
management. At this stage, social workers reach out to clients who need services, refer them to
appropriate services, identify client problems and needs, and initiate positive engagement with
clients to build strong working relationships.

b. Biopsychosocial and needs assessment is the next step, in which the social worker conducts a
thorough assessment of the client. This includes an in-depth understanding of the biological,
psychological, and social aspects of the client's problems, as well as assessing the client's needs in
greater detail. This assessment helps formulate a service plan that fits the client's conditions and
needs.

c. Developing a service plan involves creating a specific plan of action to help clients achieve their
goals. This plan should take into account the assessment results and client priorities, as well as
identify the necessary resources and support.

d. Implementation of the service plan is the stage where the social worker and client work together
to carry out the plan that has been prepared. This includes providing necessary services, such as
counseling, medical care, or social support, according to an approved plan.

e. Coordinating and monitoring service delivery is an important step to ensure that all components
of the service plan run smoothly. Social workers must coordinate with various service providers
and monitor client progress regularly.

f.  Client advocacy and access to resources involves the social worker's efforts to ensure that the
rights and interests of clients are safeguarded. They also help clients access resources and
services that may be needed to support their progress.

g. Reassessment of a client's status is the stage at which the social worker periodically evaluates the
client's progress and adapts the service plan if necessary. This ensures that the service remains
relevant to the changing client situation.

h. Case closure occurs when the service is no longer required by the client. Social workers must
approach cases carefully, observing that clients have achieved their goals and are ready to be
independent or continue with more minimal support.

In addition to comprehending the constituent elements of case management, it is imperative for
social workers to possess a comprehensive awareness of the standards and criteria that are specific to
their particular field of practice. The National Association of Social Workers (NASW) is widely regarded as
the foremost authority on social work best practices, rendering it a key resource for individuals seeking to
enter the field. In light of the absence of a widely recognized definition of case management, it is
imperative for social workers, as per the National Association of Social Workers (NASW), to adopt a
multidisciplinary approach and tailor their methodologies to the unique circumstances of each individual
case. Presented below is a concise exposition delineating several fundamental principles of social work
case management as established by the National Association of Social Workers (NASW):

e Values and ethics. Social work is a highly collaborative field that is based on interpersonal
connections between case managers and clients. In terms of professional conduct and
responsibility, the NASW Code of Ethics acts as a guide for social workers. These guidelines might
assist you deal with conflicts of interest and ethical quandaries that may emerge when
performing case management obligations.
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e Knowledge. Because social work case managers provide direct mental health services, they are
expected to keep up with theory, practice methodology, policy, and industry requirements.
Assessing, planning, and evaluating client service plans and progress is part of this. Adhering to
new practice methodologies contributes to the consistency and quality of the case management
process.

e Competence in cultural and linguistic matters. Working with various people necessitates cultural
and linguistic awareness, especially in varied urban regions. The social work case manager is
responsible for providing and facilitating access to social services in accordance with the client's
language and beliefs. This ensures that all patients receive the same level of care and have equal
access to government programs and support structures.

e Planning, implementation, and monitoring of services. Social workers form long-term
connections with clients in order to assist them in achieving their goals and overcoming life's
problems. The support plan may need to be changed over time to better meet the requirements of
the patient and family. As a result, case managers must establish attainable and measurable goals
that may be utilized to assess the impact of their recommendations on the client's well-being.

e Leadership and advocacy. Social work case managers are concerned with more than just physical,
emotional, and social issues; they also advocate for their clients' rights. When human services are
not evenly accessible, social workers advocate for legislative reforms that benefit marginalized
areas. This includes making government programs, support frameworks, and other mental health
resources more accessible.

e Recording. Case management actions must be documented in order to support clients' goals,
monitor their progress, and assess the impact of social workers' suggestions. Professionals are
obliged to take careful notes during therapy sessions, as well as on social service advice and other
insights that may be pertinent to the client's condition. This documentation must also be kept
safe in order to preserve the privacy of the people they care for.

These are only a handful of the NASW standards that social workers must be familiar with.
Workload sustainability, professional growth, and inter-organizational collaboration are also important
areas of focus. As their careers progress, professionals may opt to specialize in a certain area of practice,
such as substance addiction or mental health rehabilitation. Whatever job route they select.

Competence of Social Workers in Designing Case Management

Case management in social work does have inevitable complexities. Each role in social work has
unique responsibilities and varying levels of involvement in clients' daily lives. In a variety of contexts and
specialties, social workers may tailor discharge plans for individuals who need to transition to a more
supportive environment, while others may face more complex tasks, such as managing complex patient
care or conducting long-term family interventions. Despite these variations, there are several core
competencies that are considered key to a successful case management process.

a) Communication

Competence in communication is one of the most fundamental aspects of successful case
management in social work. The ability to communicate effectively is not just a skill, it is the foundation of
strong, productive relationships between social workers and their clients. In daily practice, social workers
must be able to interact with a variety of stakeholders, including clients, family members, medical
professional colleagues, and various third-party entities involved in the care process.

The importance of effective communication includes several key aspects. First, the social worker
must have strong verbal language skills to be able to explain complex information to clients and other
stakeholders in an easy-to-understand way. This helps in ensuring that all parties involved understand the
patient's current situation and the ongoing care process. In addition, written communication skills are
also very important in documenting sessions with clients and recording therapy recommendations or
next steps. Accurate documentation is a key element in monitoring case progress and provides a solid
basis for informed decision making.

However, communication is not just about speaking or writing, but also about listening. Good
listening skills are an important component in building sustainable relationships with clients. Listening
attentively and empathetically helps social workers to understand more deeply the feelings, needs and
aspirations of clients, which in turn allows them to design more relevant and effective service plans.

b) Interpersonal competence

Interpersonal competence is another key aspect of successful case management in social work.
Although effective communication is the foundation, interpersonal skills and other characteristics play an
equally important role in forming healthy and rewarding relationships between social workers and their
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clients. Successful social workers possess traits such as empathy and strong compassion. They approach
problems from the client's point of view, seeking to understand the feelings, concerns and aspirations of
the individuals they serve. In doing so, social workers can create deep and empathetic relationships,
which allow clients to feel heard, accepted, and valued. This ability is especially important because clients
often face complex challenges and difficulties, and the feeling that someone cares about them and is
committed to helping them can be a huge source of support.

Besides empathy, other characteristics such as honesty, humility, and stoicism also play an
important role. Social workers must be able to build trust with clients and earn their respect. When
clients feel social workers can be trusted and relied on, they are more likely to be cooperative and open in
the case management process. In practice, good interpersonal skills also enable social workers to find
creative solutions to complex problems and support clients in taking steps that match their goals.

c) Crisis intervention

Competence in crisis intervention is another key aspect of successful case management in social
work. Social workers are often faced with situations where they must help individuals overcome a sudden
and potentially life-threatening crisis. Crises can cover a variety of scenarios, such as sudden divorce, loss
of job, accident, or even a life-threatening emergency. In times like these, sensitivity and good time
management are essential. Social workers must be able to recognize signs of crisis, respond quickly, and
provide appropriate support. This could involve providing emergency counseling, connecting clients with
necessary resources, or even coordinating medical or legal intervention if needed.

Extensive knowledge and experience in crisis intervention gives social workers a great advantage.
The more they have encountered multiple crisis situations and have a deep understanding of effective
intervention strategies and techniques, the better prepared they will be to provide the necessary support
to clients in times of uncertainty and upheaval. In addition, the ability to remain calm and act
professionally in dealing with crisis situations is very important. This helps create a sense of self-
confidence in clients and reduces stress levels in stressful situations. Social workers competent in crisis
intervention can not only help individuals through these difficult times, but can also help them develop
strategies to overcome similar challenges in the future.

d) Patientand Family Counseling

Proficiency in patient and family counseling is a crucial skillset that contributes to effective case
management within the field of social work. Social workers frequently assume the role of mediators in
challenging dialogues involving clients and their immediate family members. They serve as facilitators in
order to assist individuals and families in effectively communicating, resolving conflicts, and identifying
solutions to intricate situations. In certain instances, social workers may be required to engage in the
monitoring and evaluation of interactions, settings, and family dynamics in order to ascertain the
presence of adequate social support systems for the patient's well-being. This may encompass the
identification of many issues that could potentially impact the overall well-being of the client, including
but not limited to instances of domestic abuse or disharmony within the family unit.

Family counseling requires a different skill set than individual therapy. Social workers must have a
deep understanding of theory and practice related to family dynamics, group communication, and conflict
resolution. They also need to be able to work with groups that may have different views and needs.
Patient and family counseling is an important component of successful case management in social work.
This helps ensure that clients not only receive individual support, but also have a healthy and supportive
social network to support their recovery process. Social workers skilled in family counseling can help
resolve conflicts, improve communication, and create a more stable environment for their clients, which
can ultimately contribute to more positive outcomes in case management.

4, CONCLUSION

In this study, we can conclude that case management in social work has an important role in
providing holistic support to individuals and families who have complex needs. The case management
process involves multiple stages which include outreach, needs assessment, service plan development,
implementation, coordination, advocacy, reassessment, and case closure. Social workers must have strong
competencies in communication, interpersonal skills, crisis intervention, and patient and family
counseling to be successful in their jobs. Ethics and values are an important foundation in case
management practice, and social workers must adhere to codes of ethics and professional guidelines. In
addition, they must be sensitive to cultural and linguistic differences and collaborate with various third
parties involved in client care. With a deep understanding of the client's situation and the appropriate
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skills, social workers can help individuals and families achieve greater well-being and overcome the
challenges they face.
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