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(�73� �36,�0/>� ���MA;� 	4,� �(/,� �(-(9,7,-0�
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@�;�MA;�

�(��(0�3-/� �-� 04,� 8,��.,�1� 32� )(/,� 7(-(9,7,-0� /,�.�) ,/� 4(.,� 6,,-� 8,/)��6,8� (/� 8�22,�,-0�
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Note: Adapted from Davies & Challis, 1986; Gursansky et al., 2003; Moore, 2009b) 
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3-,� /,�.�),� �,�3�0,8�4(.�-9�(/�7(-1�(/� �#"� �()<(9,/; � �2�04,� �()<(9,8�)(�,� ��39�(7/>� ����/�
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1 The highest number of packages listed in the DoHA database that which was used to obtain the study’s sample was 200; 
it is possible that some services had obtained additional packages between the time when the DoHA database was 
compiled and when the survey was undertaken.  The minimum in the DoHA database was 4, which is the same as these 
results.  2 This is consistent with DoHA data, in which it is reported that, in NSW, three services each had one EACH 
package.  3 The highest number of EACH packages in the DoHA database was 60.  4 The highest number of EACHD 
packages in the DoHA database was 23. 
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1 Turnover was calculated by dividing the number of clients in the last twelve months by number of funded packages (for 
CACP, EACH and EACHD), or by the number of current clients (for COPs, ComPacks and H@H).  Outliers have been 
removed.  2 Data are available for 168 of 233 programs.  3 A figure of 1 indicates that all clients at the beginning of the 
previous 12 months were still on the program at the end of the twelve months.  A figure greater than 1 indicates that a 
particular place in a program has been occupied by more than one person, that is, that a client has been discharged (this 
does not preclude a client re-entering the program, and they are likely to be counted more than once). A figure less than 
one (17 programs) would suggest that additional places have been added to the program in the previous year. 
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1  See text above for explanation regarding caution in interpreting these results.  2  Data available for 190 of 233 programs.   

3 A figure of ‘1’ indicates that the program provides one hour of case management to every one hour of direct care.  A figure 
of ‘.5’ (ie ½) indicates one hour of case management to two hours of direct care.  A figure of ‘2’ (ie 2/1) indicates two hours 
of case management to one hour of direct care. 
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The gender difference is not statistically significant (p < .084) 
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(-8�(00�()0��(63+��2�37�,�/,=4,�,�@��6/3->� �(+->�B� ��+>�����K��(.�/�B� (�0�,00>����#A;�



�

CASE MANAGEMENT IN COMMUNITY AGED CARE: MAPPING THE LANDSCAPE IN NSW 
MACQUARIE UNIVERSITY CENTRE FOR RESEARCH ON SOCIAL INCLUSION 
APRIL 2010                        PAGE 15 

�

�#$%&��A!��&)/&.-&:�#:&B'#/3�*+�+'0:.04�+*)�#:(.0,5 )#5.*0�#0:�:.)&/5�/#)&�/*,5,�

#������
		&�
�����+��&�
�
�+���0�

1+�������������
�����
����
��������**  ��

2���
�������
������������

���������
��������**� �


,/� M";� � M";$�
�3� �M;�� ��;%�
��//�-9� M;!� ��;%�
����	�  !!( �  !!(! �
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1  Statistically significant difference between programs (p < .004); 2 Statistically significant difference between programs 
(p < .024) 
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�-�04,�)377+-�01K�,-/+�,�04(0�)(�,��/�()),//�6�,�(- 8�(223�8(6�,�23��(����,)���,-0/K���(-�,22,)0�.,�1�
23��04,�8,��.,�1�32�(9,8�)(�,� /,�.�),/�(-8�,-/+�,�04(0 �(9,8�)(�,�/,�.�),/�(�,�0(�9,0,8�03=(�8/�
04,� �,3��,� (-8� (�,(/� =�04�04,� 9�,(0,/0� -,,8/K� (-8� �� 3.�8,� 2+-8�-9� 04(0�0(<,/� ())3+-0�32�04,�
*+(��01>�01�,�(-8��,.,��32�)(�,P�@����>����">��;�A;�

�,),-0�8,.,�3�7,-0/��-�04,���()0�),�32�)377+-�01�(9, 8�)(�,��4(.,>�43=,.,�>�6,,-�73.�-9�(=(1�
2�37�(-�3+0�+0�23)+/�03=(�8/�(-�Q3+0)37,/:�23)+/>�(/ �/,�.�),/�(83�0�73�,��,�/3-�),-0�,8�(-8�
/0�,-904/�6(/,8� (���3()4,/�@�16+�->� �,��/>�B� �3�,7(- >� ���!A;� � �� -+76,��32� (���3()4,/� (�,�
6,�-9� 8,.,�3�,8� (0� (� /0(0,� �,.,�� �-� �+/0�(��(;� � � 
-� � ��>� (� )3(��0�3-� 32� /,�.�),� ��3.�8,�/>� �,(<�
638�,/�(-8�)3-/+7,�/�4(.,�8,.,�3�,8�(�738,��(-8�/0�(0,91� 23��,-)3+�(9�-9�3+0)37,�23)+/,8�
)377+-�01�(9,8�)(�,�@
7�()0��3�<�-9���3+�>����!A>�=4 ��,� /37,��-8�.�8+(��/,�.�),� ��3.�8,�/�
(�,� =3�<�-9� =�04�-� 04,��� 3=-� 3�9(-�/(0�3-/� 03� �-)�, (/,� 04,� 23)+/� 3-� 3+0)37,/� �-� /,�.�),�
��3.�/�3-;�

�

� ���������	���� � �	����� �

	4,�7,(/+�,7,-0�32�3+0)37,/>�(/�3��3/,8�03�3+0�+0/>� �/�+-8,��8,.,�3�,8��-�)377+-�01�(9,8�
)(�,;� � �,-,�(��1>� =4(0� 9,0/� 7,(/+�,8� (�,� 3+0�+0/>� �( 04,�� 04(-� 3+0)37,/;� �+0�+0/� 32� )(/,�
7(-(9,7,-0�=4�)4� (�,� 2�,*+,-0�1�7,(/+�,8�=�04�-� /,�. �),� /1/0,7/� �-)�+8,�043/,� �,�(0�-9�03�
�����	 �!	 ��������� � @/+)4� (/� 04,� -+76,�� 32� )��,-0/� 3-� 04,� ��39�(7A>� (- 8� 043/,� �,�(0�-9� 03�
���������� � @/+)4� (/� -+76,�� 32� 8�/)4(�9,/>� 3))+�(-)1� �(0,/� (-8� 0 +�-3.,�A� @5-(��>� �!#%A;��
�3��,)0�3-/�32�(87�-�/0�(0�.,�8(0(�(�,�7(�-0(�-,8�23�� �3773-=,(�04��()<(9,8�)(�,� ��39�(7/�
(-8� 23�� ����K� 8(0(� �/� ,-0,�,8� �-03� 04,/,� 61� /,�.�),� �� 3.�8,�/� 3-� (-� 3-93�-9� 6(/�/;� 	4,/,�
8(0(/,0/�)3��,)0�3+0�+0�8(0(�/+)4�(/�)��,-0�8,739�(�4� )/>�(73+-0�(-8�01�,�32�/,�.�),��,),�.,8K�
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(87�//�3-� (-8� /,�(�(0�3-/>� (-8� /3� 3-� @����>� ���!K� �
�� >� ���!(A;� ��043+94� 8�/0�-)0� 2�37�
3+0)37,/>�7,(/+�,/�32�3+0�+0/�)(-�3�,�(0,�(/���3C�, /�23��3+0)37,/�@�4(���/�,0�(�;>����MA;��4,�,�
04�/� �/� ()4�,.(6�,>� �0�4,��/�3.,�)37,�/37,�32�04,�8� 22�)+�0�,/� �-�7,(/+��-9�3+0)37,/>��-)�+8�-9�
�0/� 0�7,� )3-/+7�-9� -(0+�,>� (-8� 04,� 8�22�)+�0�,/� �-� 3 �,�(0�3-(��/(0�3-;� � �,(/+�,/� 32� )��,-0�
3+0)37,/�4(.,�6,,-�+/,8��-��(�9,�/)(�,�,.(�+(0�3-/> �1,0�3+0)37,/�7,(/+�,8��-�/+)4�,.(�+(0�3-/�
(�,� 8�22�)+�0� 23�� �-8�.�8+(�� /,�.�),/� 03� 7,(/+�,� 3-� (-� 3-93�-9� 6(/�/>� /�-),� 04�/� 7(1� �,*+��,�
(87�-�/0,��-9�(�/�,)�(��/,8��-/0�+7,-0>��,*+���-9�0�7 ,�(-8�0�(�-�-9�@����>�����A;�

�+�04,�73�,>� �0� �/�8�22�)+�0>� �2� -30� �7�3//�6�,>�6304�)3-),�0+(��1� (-8� ��()0�)(��1>�03� �/3�(0,� )(/,�
7(-(9,7,-0� 2�37� �0/� 6�3(8,�� )3-0,C0;� � �3/0� �,/,(�)4� 3-� 3+0)37,/� 32� )(/,� 7(-(9,8� )(�,�
/,�.�),/� 4(/� -30� (00,7�0,8� 03� 8,2�-,� 3+0)37,/� 32� )(/, � 7(-(9,7,-0� =4�)4� (�,� -30� (�/3�
3+0)37,/� 32� 04,� )(�,� �0� )33�8�-(0,/;� � 
0� 4(/>� 43=,., �>� 6,,-� �3//�6�,� 03� (88�,//� 04,� ,C0,-0� 03�
=4�)4�)(/,�7(-(9,7,-0��0/,�2�)3-0��6+0,/�03�3+0)37, /�32�/,�.�),;���(-837�/,8�)3-0�3��,8�0��(�/�
32� )(/,�7(-(9,7,-0� /,�.�),�4(.,� )37�(�,8�3+0)37,/� 23 �� )��,-0/� �,),�.�-9� )(/,� 7(-(9,7,-0�
=�04�/�7��(��)��,-0/��,),�.�-9�/,�.�),/�=�043+0�)(/ ,�7(-(9,7,-0;���+0)37,/�/�,)�2�)�03�04,�)(/,�
7(-(9,7,-0�)37�3-,-0�(��/,�2�37�04,��-0,��,�/3-(��( /�,)0/�32�04,�)(/,�7(-(9,7,-0���3),//>�
(-8� 43=� �0� (22,)0/� 04,� )��,-0:/� �,�/3-(�� �,/3+�),/� @ 
-0(9��(0(>� �!#�K� ��3-8(>� ���!A;� � �/� (�
)3-/,*+,-),�32�04�/� �()<�32�3+0)37,�7,(/+�,7,-0>�04 ,�,� �/>� �-� �+/0�(��(>�(�Q�(+)�01�32�8(0(:�3-�
04,�,22,)0�32�/,�.�),/�23���,3��,�=43�+/,�04,7�@�
� �>����!6A;��

	4�/� /0+81� 360(�-,8� /,�.�),� 7(-(9,�/:� 8,/)���0�3-/� 32� 3+0�+0/R3+0)37,/� (��,(81� 6,�-9�
7,(/+�,8� =�04�-� ��39�(7/� @��;��� 32� *+,/0�3--(��,A;� 	 4,� 7,(/+�,7,-0� 32� �-�+0/� (-8�
�77,8�(0,�3+0�+0/�32�)(/,�7(-(9,8�/,�.�),/�=,�,�73/0 �320,-��,�3�0,8�@	(6�,�%">��;%�AK�04,/,�
�-)�+8,� �������#�������	�������	 @/+)4�(/�/0(22�0�(�-�-9A�(-8�)���	����������	!�������� �@�-)�+8�-9�
43+�/�32�/,�.�),>��,2,��(��(-8�)(�,���(--�-9A;���,( /+�,7,-0�32�0�+,�3+0)37,/�=(/��-2�,*+,-0�1�
�,�3�0,8;��	=,�.,��,�),-0�32���39�(7/�=,�,��,�3�0,8� 03�7,(/+�,� ������������	�������� �/+)4�(/�
(������	�!	��!� � $2�3'	 (-8� ��������# ���
��� ;� �������&�	����	�����������	 =(/� /37,=4(0� 4�94,�>� (0�
��J;��	4�/��()<�32�)3-/�/0,-0�7,(/+�,7,-0�32�3+0)37 ,/��,2�,)0/�04,�/�0+(0�3-��-��+/0�(��(�73�,�
9,-,�(��1�(-8�3.,�/,(/�=�04��,9(�8�03�3+0)37,�7,(/+�, 7,-0;� � 
-� �,)39-�0�3-�32�04�/�/�0+(0�3->�
04,����� �22�),�32��9,�-9>���/(6���01�(-8��37,��(�,� � -�04,��,�(�07,-0�32��+7(-��,�.�),/�4(/�
�,),-0�1� )377�//�3-,8� �,/,(�)4� 03� 8,.,�3�� (-� 3+0)37,� (//,//7,-0� (-8� 7,(/+�,7,-0�
2�(7,=3�<�23��)377+-�01�)(�,;�

��39�(7/� �-� �,9�3-(�� (�,(/� �,�3�0,8�7,(/+��-9�3+0)37 ,/�23�� )(�,�/� (-8�04,�+/,�32� �,/3+�),/�
/�9-�2�)(-0�1�73�,�320,-�04(-�8�8�)�01�6(/,8���39�(7/K �3-�04,�304,��4(-8>�)�01�6(/,8���39�(7/�
�,�3�0,8� 7,(/+��-9� 4,(�04��,�(0,8� 3+0)37,/� 73�,� 320,- � 04(-� 04,��� �,9�3-(�� )3+-0,��(�0/�
@	(6�,�%#>��;%�A;�

	4,�,� (�,� /37,� �-0,�,/0�-9�8�22,�,-),/�6,0=,,-� ��39� (7�01�,/� �-�=4�)4�3+0�+0/�3��3+0)37,/�
(�,� )+��,-0�1�6,�-9�7,(/+�,8�@	(6�,�%!>� �;%�A;� �+0�+ 0>� (/�3��3/,8�03�3+0)37,>�7,(/+�,7,-0�
/0���� ��,837�-(0,/K� /,�.�),�),-0��)� �,/�3-/,/� =,�,� 73/0� 320,-� �,�3�0,8� 23�� ����� ��39�(7/;��
�+0�+0/��,�(0�-9�03�)(/,�7(-(9,7,-0�2+-)0�3-/�=,�,� �,�3�0,8�7+)4�73�,�320,-�23�����/�04(-�
23��304,����39�(7/K�04�/�7(1��,2�,)0�/�,)�2�)��,�3� 0�-9��,*+��,7,-0/�23�����/�=4�)4�8�22,��2�37�
�,�3�0�-9��,*+��,7,-0/�23��04,��()<(9,8�)(�,� ��39�(7 /;� � �37�()</� �,�3�0,8��,)3�8�-9� ������	
������	 73�,�320,-�04(-�8�8�304,�� ��39�(7/;� � ��04� �,9(�8�03�3 +0)37,/>� (/�3��3/,8�03�3+0�+0/>�
04,�7,(/+�,7,-0�32��/1)43/3)�(��3+0)37,/�=(/��,�3�0 ,8�73/0�320,-�61�����/���39�(7/>�=4��,�
)��,-0:/�93(��()4�,.,7,-0�=(/�7,(/+�,8�73/0�320,-�61 ����/���39�(7/;��
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�-��7�,0+/�23��04�/�/0+81�=(/�04,��-8+/0�1��(�0-,�/�) 3-),�-/�(63+0��()<�32�/1/0,7(0�)�3+0)37,�
7,(/+�,/;���-,)830(��1>�04�/�)3-),�-��/�=�8,�1�4,�8�=� 04�-�04,�)377+-�01�(9,8�)(�,��-8+/0�1;��
-�
��940� 32� 04�/>� 04,� /+�.,1� (00,7�0,8� 03� 9(+9,� �,�),�0 �3-/� (63+0� 04,� 9(�/� �-� 3+0)37,�
7,(/+�,7,-0� �-� (/<�-9� �,/�3-8,-0/�03� -37�-(0,�3+0)3 7,/�3��3+0�+0/�04,1�=3+�8� ��<,�03� /,,�
7,(/+�,8� 6+0� =4�)4� (�,� )+��,-0�1� -30� 7,(/+�,8� @�;�;� �� 32� 04,� *+,/0�3--(��,A;� � 	4,� /7(���
-+76,��32��,/�3-/,/�03�04�/�*+,/0�3-���,)�+8,/�(�8,0( ��,8�(-(�1/�/>�43=,.,�>��0��/��-0,�,/0�-9�03�
-30,�04(0� (� -+76,��32� �,/�3-8,-0/� ��/0,8�3+0)37,/� �-) �+8�-9�*+(��01�32� ��2,>�93(�� ()4�,.,7,-0�
(-8� 3+0)37,/� 23�� )(�,�/� (/� 3+0)37,/� 04,1� =3+�8� ��<,� 03� /,,� 7,(/+�,8� =�04�-� ��39�(7/� 6+0�
=4�)4�)+��,-0�1�(�,�-30�7,(/+�,8;�

�

�#$%&�� !��)*4)#(�*'51'5�*)�*'5/*(&�)&1*)5&:�#,�/') )&05%3�$&.04�(&#,')&:�

���������
��
������
�
����
����������+�����&����

���������**  ��

�,�.�),�),-0��)�3+0�+0/� "&J �
�(/,�7(-(9,7,-0�2+-)0�3-/� $!J �
���,)0�)(�,� �!J �
�0(0+/�,.,-0/� �MJ �
�3(��()4�,.,7,-0� ��J �
�,(�04��,�(0,8� �MJ �
�(�,��3+0)37,/ � �$J �
�/1)43/3)�(��3+0)37,/� ��J �
�,/3+�),�+/, � MJ�
�04,�� �!J �
1responses were provided by 85% of programs �
�

�#$%&� ��!� �)*4)#(� *'51'5� *)� *'5/*(&� )&1*)5&:� #,� /') )&05%3� $&.04� (&#,')&:� $3�
)&4.*0#%�%*/#5.*0�

���������
��
������
�
���� $�@���#��& �
���55� �

�������	�A�
�������
��� *���

�,
��	
��

�,�.�),�),-0��)�3+0�+0/�� �"J� %$J� ;�&��
�(/,�7(-(9,7,-0�2+-)0�3-/�� &�J� $#J� ;%%��
���,)0�)(�,�� �#J� �#J� ;!!��
�0(0+/�,.,-0/�� �"J� �#J� ;M$#�
�3(��()4�,.,7,-0� �!J� ��J� ;"$!�
�,(�04��,�(0,8�� ��J� ��J� ;��$Y�
�(�,��3+0)37,/�� "J� ��J� ;��#Y��
�/1)43/3)�(��3+0)37,/�� �$J� !J� ;��$�
�,/3+�),�+/,�� �J� #J� ;�$�Y�
�04,��� �"J� %�J� ;MM"�
�

�
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�#$%&� �@!� �)*4)#(� *'51'5� *)� *'5/*(&� )&1*)5&:� #,� /') )&05%3� $&.04� (&#,')&:� $3�
1)*4)#(�531&�

���������
��
�����
�
�
����

#1#���
����5� �

-1#:�
���*�� �

-1#:2�
������ �

#=���
������ �

#$�B��
���*/� �

:C:�
���4��

��,
��	
� �

�,�.�),�),-0��)�3+0�+0/� %&J� &�J � $�J � �!J � �$J � �$J � ;�MM�
�(/,�7(-(9,7,-0�
2+-)0�3-/�

%!J� $&J � $MJ� M!J � M�J � $%J� ;�%�Y�

���,)0�)(�,� �&J � %"J � $�J � %�J � �%J � �J � ;��M�

�0(0+/�,.,-0/� �#J � ��J � �%J � �$J � %$J� �J � ;$M��
�3(��()4�,.,7,-0� �#J � �#J � �#J � %�J � �$J � �!J � ;$#��
�,(�04��,�(0,8� �"J � �%J � �$J � �$J � �$J � �!J � ;!%��
�(�,��3+0)37,/�7,(/+�,8� �"J � �$J � !J � �$J � �J � �$J � ;�#"�
�/1)43�/3)�(��3+0)37,/� �!J � %J� &J � ��J � MJ� �$J � ;�&!�
�,/3+�),�+/,� MJ� &J � &J � &J � !J � �J � ;!&%�
�04,�� %�J � �!J � %�J � %%J� �"J � �!J � ;"�!�
* Statistically significant (p < .05) 

�

�#$%&��A!��'5/*(&,�/'))&05%3�0*5�(&#,')&:�56#5�)&,1 *0:&05,�=*'%:�%.7&�(&#,')&:�

#������&�����
��
������
�
����
�
��������

�������������**��

�(/,�7(-(9,7,-0�2+-)0�3-/� �$�
���,)0�)(�,� ���
�,(�04��,�(0,8� ���
�0(0+/�,.,-0/� �$�
�/1)43/3)�(��3+0)37,/�@,9;��+(��01�32���2,A� �"�
�3(��()4�,.,7,-0� ���
�(�,��3+0)37,/� ���
�,�.�),�),-0��)�3+0�+0/� �#�
�,/3+�),�+/,� ��
�04,�� %M�
Note: Responses were provided for 41% of programs. Given the small number of responses, percentages are not 
presented, nor are the results broken down by program or regional location.  �
�
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��=�8,��(-9,�32�8,/��(6�,�3+0)37,/�32�)(/,�7(-(9,8�)37 7+-�01�(9,8�)(�,�(�,�)(-.(//,8��-�04,�
��0,�(0+�,�3-�)377+-�01�)(�,�3+0)37,/;� � 	4�/� /+�.,1 � (/<,8� /,�.�),�7(-(9,�/�03� �(0,� /,�,)0,8�
3+0)37,/�23��04,����7�3�0(-),;���
-�/+7>�3+0)37,/�� (6,��,8� �����������	������	��	�+�	���� �(-8�
(������	�!	��!� � =,�,� /,,-� (/� �(�0�)+�(��1� �7�3�0(-0�@	(6�,� $�>� �;% �A;� �+0)37,/� (//3)�(0,8�=�04�
,-(6�,7,-0� (���3()4,/� /+)4� (/� ���������	 ������	 ����� � (-8� ����������	 
������ � =,�,� �(0,8� �,//�
4�94�1;� � ��39�(7�8�22,�,-),/� �-�04,� �,�),�.,8��7�3�0 (-),�32�3+0)37,/� �/� ��<,�1�03� �,�(0,�03�04,�
/0�+)0+�,� 32� �(�0�)+�(�� ��39�(7/� (/� =,��� (/� 03� 04,� )��,-0� 9�3+�/� 04,1� /,�.�),;� � �37�()</>� 23��
,C(7��,>� �(0,8� (������	�!	��!� � (/�Q.,�1� �7�3�0(-0:� �,//�320,-�04(-�8�8�304,�� ��39� (7/>�6+0� �(0,8�
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