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Introduction

• Acknowledgement of Country

• Presenter introductions

• Overview of session
o What makes Complex case management 

‘complex’?
o Practical implementation strategies
o Integral role of the student and their 

parents/carers



Inclusion
State Schools Improvement Strategy 2022-2026
Every student succeeding
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As we know from the Every student succeeding – State Schools Improvement Strategy we all have a shared responsibility to implement this strategy.I want to highlight in particular the first priority which has an embedded focus and message relating to all students as they transition in an inclusive education system. The focus areas don’t work in siloes and are not independent of each other – they’re all connected: Performance; teaching; capability; partners; wellbeing; inclusion.You can find Complex case management in each of the focus areas, with of course, students at the centre.



What is Complex case management?

?
What are some of the key words or phrases that you think of when we

say Complex case management?

https://wordart.com/
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What is CCM? Let’s see if we can come up with some of the key concepts associated with the definition for CCM.Audience provides words or phrases – enter them into Wordle.Review the Wordle pointing out specific words or phrases that are key components of the definition – point out any words/phrases that haven’t been mentioned that are key concepts in the definition of CCM.These words should be covered: support; small number of students; students; intensive; wrap around; access; participate; proactive; flexible; collaborative; consultation; families; professionals; specialists; services; complex supports; coordination; management; tier 1.

https://wordart.com/


What is Complex case management?
Complex case management is a school-based process which aims to support a small number of 
students requiring intensive wrap around supports to enable them to access and participate in 
education in an inclusive and safe learning environment. 

It is a proactive, flexible and collaborative process that enables schools to work with students, 
their parents and professionals to coordinate, share information and support the delivery of 
educational and other supports and services.

An action plan agreed with students (where appropriate) and their parent/carers is developed to 
guide the process and includes strategies to improve student outcomes such as professional 
development for staff, agreed success measures and a set time for reviews. 

It is important to note that in complex case management, students are not considered to be 
complex, rather the supports they need and receive require careful coordination and 
management. 

A small number of students may require complex case management. If a large 
number of students require support through complex case management, 
then it may be important for schools to examine their universal (Tier 1) and 
targeted supports (Tier 2).
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Presentation Notes
Let’s unpack the aspects of CCM.Take a look at the handout which is an excerpt from the CCM guidelines. You may wish to highlight key concepts as we unpack the definition.First of all, let’s look at the ‘what’ which is outlined in the first 2 paragraphs. I can see on the Wordle that you mentioned …… school-based; support; small number; intensive; wrap around; access and participate; proactive; flexible; collaborative; coordinate; share information.Take a moment to read the first 2 paragraphs in their entirety.We’re going to need an action plan in order to implement these identified supports so that everyone is on the same page. This is the ‘how’ which is outlined in the third paragraph. I can see on the Wordle that you mentioned ….. action plan; agreed with students and their parents/carers; strategies; professional development; success measures; reviews.Take a moment to read the third paragraph in its entirety.The fourth paragraph is imperative for staff to understand! I can see on the Wordle that you mentioned ….. complex; supports they need; careful coordination and management.Students are NOT considered ‘complex’ and language such as ‘complex case student’ or ‘that student is complex’ are not used.And finally, let’s look at the students who may require CCM. I can see on the Wordle that you mentioned ….. small number; universal; tier 1; targeted; tier 2.Take a moment to read the last paragraph.



Where can I find information about 
Complex case management?
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I mentioned before the CCM guidelines. So, where would I find them on OnePortal?Discussion prompt: Why is the information about Complex case management on OnePortal under the ‘State schooling’ menu if Complex case management is for students with disability?Shouldn’t the information be under Students with disability?Complex case management is for all students. Example: We may have a student in out-of-home-care for whom English is not their first language, has experienced trauma through living with family violence and is attending school irregularly due to school refusal. The student does not have a disability but has needs that are not being met through universal or targeted support (or Tier 1 and 2 interventions as they’re sometimes referred to).Our focus today will be on students with disability, however, remember that CCM is for all students and the approaches and strategies we’ll be talking about today can be applied broadly. 



Complex case management guidelines
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A bit more about the CCM guidelines.Purpose of the guidelines – to support staff to identify when CCM is needed and implement an effective process. All the guidance you require when identifying if CCM is required; the appointing of a CCM manager; working in partnership with students, their families; establishing the CCM team; working with a team; developing a shared understanding of the case (remembering that the case is not the student but rather what is happening and what supports are required); developing goals and implementing an action plan; reviewing and evaluating the action plan; making decisions regarding the effectiveness of the intervention and whether CCM needs to continue or whether supports can be monitored through the school’s support processes.Today we’re going to focus on the effective collaborative processes that leads to the best outcomes for students with disability through the CCM process. 

https://intranet.qed.qld.gov.au/EducationDelivery/Stateschooling/Complexcasemanagement


Complex case management team

Student/
Parents

School staff

External 
agencies

Departmental 
staff
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Let’s think about who’s involved in the team? So basically, anyone that can provide information, advice or that is currently supporting the student may be part of the team.  Students/Parents As the student progresses through life it is imperative they become more involved in the decision making process. In high school they need to be included in the decision-making process and at times guided so they can develop their own voice. Just keep in mind that this can be achieved in a range of ways and doesn’t necessarily mean that the student must be present at every meeting. This needs to be considered on a case-by-case basis according to the student’s age, ability and individual circumstances. School staffSchool staff may include: teachers, the Principal, support staff including Teacher Aides, the Case Manager and Guidance Officer. It is also important to consider the previous school team, they often have important information that can support successful transitions. ExternalExternal supports may include GPs, specialists, private Occupational or Speech therapists, Head space… Departmental Departmental supports may include the regional AVTS, OTs, PTs, PEOSS. It is important to engage regional support around complex case, especially to support yourself as a leader.  Consent formFinally, it is also important to remember to get the consent form signed from the parent and the student before exchanging or requesting information. 



Students/families as integral members 
of the team – Why?
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We all know that under the Disability Standards for Education that students and parents must be consulted around reasonable adjustments, so this needs to be embedded in our Complex Case Management process. However, it’s much more than a legislative requirement. It is vital that students and parents have the power over the decisions being made about them and are provided with all the facts and options, so they can make an informed choice. Let’s face it, no one likes to be told what to do, and it is important they have ownership over the adjustments being made. Without their input and voice it’s unlikely that the school will get ‘buy in’ or be able to develop a trusting relationship or partnership resulting in unhappy students and parents and limited success. Let’s have a listen to Daniel who is one of the parents I work with and this is what he had to say about his daughter Holly’s engagement with the process. Parent of a student with disability – themes: clear; Holly’s ideas gives everyone her perspective; on the same page; I let everyone know what Holly wants; taken on board; benefits Holly.Now Jazmine, one of our lovely students will share her thoughts. Student with disability – themes: makes me feel happy to have a say; not something that helps me if I don’t have a say.And finally, Jo, a parent I have worked with for a few years now will share her thoughts on how we connect with external agencies and work as a team. Parent of a student with disability – themes: communication with specialists; team; consistent language; supporting each other; communication; consent; trust; timely; back-up point of contact.So again, involving all parties in various ways and keeping them informed throughout is so important. 



Student voice

I like it when I’m asked what 
works for me. I don’t like being 
told!

Allow opportunities for students to express their
thoughts, opinions and feelings regarding
adjustments.

Consider a whole-school approach that
encourages this approach to build a supportive
student-centred culture.

Consider the student’s age and individual
circumstances when determining the student’s
level of involvement in having a voice.
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It’s so important that the student has a say in the decisions being made. This is something that should be considered as part of the whole-school approach to adjustments that helps develop a supportive and inclusive culture. Some students may need additional adult support and guidance to help them engage in the discussions about their adjustments and personal learning needs.We often see students in year 7 begin to develop skills in communicating their needs and wants. However, this doesn’t always come naturally to all students and they need to be taught the skills over time so they can self-advocate effectively.It is important to note there are a range of ways we can capture the student’s voice and that they don’t need to be involved in every meeting. 



Complex case management team –
Communication
• Keep it simple: don’t overwhelm students or parents with too much all at 

once – establish a preferred contact method with all members of the team
• Document everything on OneSchool – advisable to use the Complex case 

support functionality
• Case Manager (back-up): gathers and maintains all information –

establish who on the team does what – this may be different according to 
established school processes and contexts

• Find the preferred method of communication for the parent for:
a) the ongoing general things 
b) emergency situations 
c) the ‘need to knows’ on that day. 

• Ensure everyone knows the communication preferences
• Ensure communication is timely and allows time for actioning
• Being available and approachable is important to successful support 
• Consider boundaries, expectations and respect
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Some key things around communication that need to be considered: Keep it simple and don’t overwhelm the parent or the student. Use OneSchool, it has some easy to use functions and with the Complex Case Support tab it allows you to document all relevant parties and also ensures that this information is transferred with the student. Ensure the Case manager understands and is capable of their role to maintain, gather and share what is required throughout the process.  Ensure that you have a ‘back up” contact person, someone that if you are away and a parent makes contact the information will still be transferred on to the relevant parties. Find out the parents preferred method of contact. Remember, parents are busy people. For example, one of my families has 2 children who are both in wheelchairs and require extensive support, plus they work. It is my job to ensure they are informed and/or contacted in the most efficient way that works for them, explain a) b) and c). Ensure the communication is timely. Make sure that someone is available to help the student or parent to overcome problems that might suddenly occur. Also, consider boundaries, expectations and respect. 



Complex case management – Meetings

• Different members of the team can meet at different 
times – doesn’t have to be the ‘whole’ team every time 
– depends on the purpose

• Have a clear agenda which is communicated prior to 
the meeting

• Establish protocols
• Power imbalance – consider how everyone’s voice will 

be heard and valued
• Know what is sustainable and achievable within your 

context, never make big promises. If you don’t know 
the answer, don’t make it up!

• As leaders, how will we build the capability of our staff 
to communicate/collaborate with a range of 
stakeholders (e.g. side by side approach)
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Meetings don’t have to be everyone and altogether. Now-a-days there are lots of ways to connect - be smart and have clear agendas that are purposeful and outcome focused. Have an agenda and get it out to people prior, this way everyone knows the purpose of the meeting Establish meeting protocols, to ensure consistency Be aware of power imbalances that can be intimidating and ensure everyone’s voice is valuedKnow what is sustainable and achievable within your context. Never make promises you can’t keep and if you don’t know the answer, be honest and say “I’m unsure but will find out and get back to you” Also consider ‘How as a leader you are going to build staff capacity?’  Building capability of case managers within your school is very important. I have 2 new beginning teachers this year, who are fairly young. With parent meetings we use a side-by-side approach, I have phone scripts and I always make sure, especially for support meetings where we may be discussing adjustments or ICPs, that they are guided. 



How does everyone know what they 
‘need-to-know’?

• Establish school process, for example:

 Have a communication plan – who needs to know what – this will differ for stakeholders

 Document on OneSchool support plans (if it’s not on OneSchool, it doesn’t exist/is not 
happening – monitor and review)

 Share plans, seek feedback, use the progress notes in Personalised Learning record 

 Straight to the point and transparent 

 Email all parties the relevant information – teachers don’t always know that something has 
been added/changed in the Personalised Learning record

 Be mindful of privacy – user access levels, ‘walkway’ conversations

 Ensure all consents are up to date and relevant

 Have a systemised approach to storing information 

 Don’t overwhelm – What does …. need to know now/later?

 Individualise – what works for one person may not work for another – face-to-face updates 
if necessary

 What professional learning is required to implement?
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Lastly, establish school processes to ensure everyone that needs to know about a student’s support, knows.This includes: * having a communication plan * documenting and reviewing support plans on OneSchool * have a way to share with relevant parties * be clear and transparent * email when updates occur to the relevant parties * be mindful of privacy * have a systemised approach to storing information * don’t overwhelm * ensure it’s individualised to the student and parent (what works for one student or family, may not work for the next) * seek input and feedback and * lastly, consider what professional learning will need to occur and for who. 



Useful links
• OnePortal: Complex case management -

https://intranet.qed.qld.gov.au/EducationDelivery/Stateschooling/Complexcase
management

• OnePortal: Inclusion –
www.intranet.qed.qld.gov.au/EducationDelivery/Stateschooling/inclusion/Page
s/default.aspx

• OnePortal: Students with disability –
www.intranet.qed.qld.gov.au/Students/LearningandDisabilitySupport/Pages/De
fault.aspx

• OneSchool help materials: Complex case support -
https://oneschoolhelp.eq.edu.au/student-support/complex-case-support

Presenter
Presentation Notes
For more information, please refer to the following resources.

https://intranet.qed.qld.gov.au/EducationDelivery/Stateschooling/Complexcasemanagement
https://intranet.qed.qld.gov.au/EducationDelivery/Stateschooling/inclusion/Pages/default.aspx
http://www.intranet.qed.qld.gov.au/Students/LearningandDisabilitySupport/Pages/Default.aspx
https://oneschoolhelp.eq.edu.au/student-support/complex-case-support




Contacts

Judith Forrest
Senior Advisor - Disability,  Inclusion and Student Services
support.diversity@qed.qld.gov.au

Laura Newton
Head of Special Education Services
Windaroo Valley State High School
lnewt32@eq.edu.au

mailto:support.diversity@qed.qld.gov.au
mailto:lnewt32@eq.edu.au
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