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Please take a 
moment to share 
your comments, 
insights, and 
experiences – we will 
have collective 
discussion and 
review throughout 
the presentation. 
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Clients:

Have complex 
trajectories

that often vary 
in frequency, 
duration, and 

purpose

that reflect 
changing goals, 

needs, and safety 
considerations

Have evolving 
needs

by being asked the 
same questions at 
all entry points to 

service

Don’t want to 
repeat 

themselves



Our 
Response: 
Centre around 
the concept of 
continuity of 
care

A ‘bookend’ 
administrative 

service

that helps create 
‘chapters’ of service 

access

that captures 
changes in needs, 

risks, goals as 
relevant

A ‘grow-with-
client’ primary 

form
so staff can easily 
discern historical 

and current 
information across 

service types

Make key 
information 

readily available 



A 
centralized 

file

Where key case management 
can be collected over time by 

various staff as applicable. 
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Staff:

Want to spend 
time with 

clients

not doing 
paperwork

and don’t want to 
navigate confusing 

data tracking 
systems

Are 
overburdened 

administratively

and see meaningful 
results through 
what they track

Want work to 
feel impactful 



Our 
Response: 
Follow the Law 
of the Lowest 
Common 
Denominator

Proportionality

between client’s time 
in service and case 

man. required

by increasing 
collaboration 

across multi-service 
teams

Reduce 
duplication

and track what is 
most crucial to 

guide care

Anchor in data 
ethics



Centralized, Readily Available Consent and Safety 



Drop-in services

Longer Term Services
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Data
Systems:

Can feel 
disconnected

from how/why 
work is carried 

out

and do not feel like 
they offer flexibility 
or accommodation

Are often ‘one-
way’ roads

with a divide 
between the 

technical and the 
practical 

Seem 
incohesive



Our 
Response: 
Prioritize staff 
buy-in, 
experience

Be curious, ask 
why

and I mean a lot; 
understand the 

heart of the work, 
passion, complexity

by including staff 
input at all phases; 

consider soft 
launches

Partner with 
active 

practitioners

administrative 
workloads, 

especially during 
large transitions

Validate + 
Support
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