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Introduction

Too often, the health services user is left to navigate a complex system without the support,
tools, resources or knowledge to effectively manage their needs on their own (1). Case
managers ensure intensive coordination for patients with complex needs and monitor their care
trajectory (2). The case manager’s function has existed for several years in French-speaking
Belgium, yet no consensus has been established as to the definition of the role or missions of
the case manager. This has led to difficulties in the operationalization of case management and
a confusion in the distribution of tasks with other professionals. This study aims to clarify the
role of case manager, a sine qua none condition for developing this profession (3) (4) (5).

Methods

Three exploratory focus groups were conducted and included case managers, care coordinators
and network partners. The interview guide aimed to identify the participants’ consensual and
different perceptions regarding the role of case manager, through their daily collaborative
practice.

Preliminary results

The results show a lack of clarity regarding the role and missions of case managers in primary
care level, especially when compared to those of care coordinators. Case managers’ partners
showed high expectations regarding their function which calls upon a range of advanced skills,
knowledge and experience.

Discussion

The lack of a legal framework and the absence of training could be contributing to this role
confusion. Working in pairs or teams of case managers could be a relevant approach to meet
the expectations.



Conclusion

Role ambiguity is a setback that ultimately leads to unproductivity. An in-depth description of
the details of case mangers activities needs to be developed through the collaborative work of
the case mangers themselves, their organization, their health and social care partners, and
patients and caregivers.

Lessons learned

The function of case manager, as every other integrated care strategy, tends to adapt to the
context where it is implemented.

Limitations

The data collection methods did not include patients nor caregivers.

Future research

Needs to develop a clear role description and competency framework for case managers in
French speaking Belgium in order to facilitate the development of a relevant training.
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