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Social Sector Context

• The Ministries of Social Development and Children and Family Development 
spend $3.4 billion annually on key social programs such as child welfare, child 
care, services for children with special needs, income assistance, and 
employment programs.  

• These services are delivered by 4,000 front line workers and over 12,000 
contracted service providers (including foster parents) and delegated 
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contracted service providers (including foster parents) and delegated 
Aboriginal agencies with a combined total of over 25,000 employees.  More 
than 200,000 individuals and families access these services every year.

• The Integrated Case Management project will replace outdated and inflexible 
information systems used to deliver critical social programs such as child 
protection services, child care subsidies, income assistance and employment 
programs. 
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Social Sector Context

Who we serve:

� Children in need of protection

� Foster and adopted children

� Those with special needs

� Those with mental health challenges

� Those suffering from substance addiction

� Disabled

The services we provide:

� Child Protection and Family 
Development 

� Adoption and Foster Care 

� Early Childhood Development and Child 
Care 

� Child and Youth Mental Health 

� Youth Justice and Youth Services 
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� Disabled

� Unemployed

� Homeless

� Youth Justice and Youth Services 

� Special Needs Children & Youth

� Employment and Income Assistance

� Child Care Subsidy and Seniors 
Supplement

� Family Maintenance
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Worker Perspective

• Staff spend too much of their time on 
administrative activities rather than on direct 
service delivery;

• Staff do not have access to all appropriate 
information they need about the client;

What’s the current problem?

Client Perspective

• Clients have to repeat their stories multiple 
times;

• Clients may not be receiving services that are 
most appropriate for them;

• Service delivery is based on Ministry specific 
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• Staff can take up to a year to fully learn existing 
systems; 

• A new generation of workers expect modern tools 
to do their job.
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• Service delivery is based on Ministry specific 
programs and services versus being citizen-
centered;

• Clients want more choice about how, when, and 
where they can access services.

Aging technology (50+ legacy systems) difficult to implement policy changes
Lack of integration/information sharing between and within Ministries



Vision for Integrated Case Management

The right information to the right people at the right time, in a secure 
manner that protects privacy, to improve outcomes for citizens through the

cohesive delivery of social services. This includes timely access to personal 

information for front line staff to facilitate provision of services to citizens, as 
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information for front line staff to facilitate provision of services to citizens, as 
well as de-identified aggregate information for research, evaluation and planning 

at the program, ministry and sector level.
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What did we buy?

• Purchased a Commercial Software package (Oracle/Siebel);

• Selected a Systems Integrator (Deloitte);  

• Designing the system in a modular way that can be leveraged by other 
projects;
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projects;

• Building an information system that supports ‘best practices’, enables 
transformation, and is flexible enough to support future policy shifts;

• Implementing business changes where necessary to support the project vision.
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Phase 1

9 months

Client Management 
Foundation

Contact and Intake 

Management,

Basic Document 
Management, 

Activity Planning

• Deployed on time
• Work completed on budget
• Scope satisfied and accepted

Phases and Timelines

X
X
X
X
x

Phase 3

9 months

Collaborative Case 
Management

Phase 2

15 months

Basic Case 
Management

Phase 4

14 months

Payment, Providers 
& Contracts

Phase 5

9 months

Self-service, 
analytics, 
document 

managementBasic Case 
Management 

functionality for front 
line workers (eligibility 
determination) and web 

channel access for 

Collaborative Case 
Management 

functionality with
web channel 

access for selected 
contracted service 

Full Case 
Management, Contract 
Management, Financial 

Management 
and Service Provider 

Management 

Reporting to 
support enhanced 
business/program 

decision making; 
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Activity Planning

Enabler for 
simplification and 

transformation

CFD: 300 users

SD: 1,500 users

Implemented

November 29, 2010

Initial Service Provider Access Increasing Service Provider Access

selected contracted 
service providers

contracted service 

providers
Management 

functionality

decision making; 
client self-service

Provides standards, 
common business 

process and tools for 
front-line-workers to 

do their jobs 
effectively 

Expands integrated 
case management to 
more program areas

Enables improved 
“back-office” 

processing on ICM

Enables retirement of 
legacy systems and 
implementation of 

continuous 
improvement practice

CFD: 3,500 users

SD: 1,800 users

CFD: 3,500 users

SD: 1,800 users

CFD: 3,500 users

SD: 2,200 users

CFD: 3,500 users

SD: 2,200 users
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• ICM will improve the way MSD and MCFD manage information and deliver 
services.

• Information will be safe and secure, and shared appropriately to support and 
protect clients.

• Clients will no longer be asked for personal information multiple times.

Expected Outcomes
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• Client service and care decisions will be based on up-to-date, comprehensive 
information.

• ICM will improve the custody of data, increasing control over information from 
both a system and client perspective.

• ICM will enable the linking of public spending to client outcomes – resulting in 
improved accountability and transparency, and will provide more complete 
information to support policy and program changes. 
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Questions / Discussion
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