The Care Manager's Guide

Welcome to ChronicCare's essential training guide for
new Care Managers. As you begin your journey with us,
you'll discover that Care Managers are the cornerstone
of effective chronic disease management. This
presentation outlines the fundamental roles you'll fill and
the core skills needed to excel in this position.

Understanding your multifaceted role is the first step
toward improving patient outcomes, building trust, and

contributing to the success of our healthcare team.

Let's explore how you'll make a difference in the lives
of patients managing chronic health conditions.

by Natasha Jackson RN




Your Core Role: Patient
Advocate

Represent Patient Needs

O Ensure patient preferences and needs are prioritized
in all care planning activities, serving as their voice in
the healthcare system.

Encourage Engagement
Promote patient autonomy and self-management

&0
through education, encouragement, and
personalized support strategies.
Navigate Treatment Decisions

e Help patients understand treatment options and

facilitate meaningful conversations with their
physicians about care preferences.

For example, when a patient expresses hesitation about starting insulin
therapy, you'll educate them on benefits, address concerns, and support
them during decision-making conversations with their physician. Your
advocacy ensures patients' voices are heard and respected.



Becoming an Effective
Health Educator

[E] Provide Disease-Specific Education
Deliver targeted information about chronic conditions
that helps patients understand their disease process and
management strategies.

Q)  Enhance Health Literacy

Break down complex medical concepts into understandable,
actionable steps that patients can implement in daily life.

@ Focus on Preventive Care
Guide patients toward practices that prevent complications
and promote overall wellness alongside disease management.

L Include Support Network

Educate family members and caregivers to create a supportive
environment for the patient's health journey.

For instance, when working with a diabetic patient, you'll teach them to
recognize hypoglycemia symptoms and respond appropriately with food
and glucose monitoring. Effective education empowers patients to
become active participants in their care.



Mastering Care Coordination

Schedule Management

Ensure timely appointments with

providers and specialists while
addressing barriers like
transportation needs.

Follow-up Management

Maintain regular contact with patients
to monitor progress and address
emerging concerns.

il

Team Communication

Facilitate information flow between
providers, labs, pharmacies, and
specialists for comprehensive care.

Care Plan Implementation

Track progress on care plan goals
and adjust strategies when obstacles
arise.

Effective coordination might involve arranging transportation for a mobility-limited
patient who missed appointments, ensuring medication reconciliation after hospital
discharge, or facilitating timely specialist referrals. Your coordination efforts create a

seamless healthcare experience for patients navigating complex systems.



Developing Risk Assessment Skills

High Risk
& Weekly contact, comprehensive interventions
A Rising Risk
Bi-weekly monitoring, targeted interventions
Stable Risk
Vv

Monthly check-ins, maintenance support

As a risk assessor, you'll identify clinical, social, and behavioral factors that may
compromise patient outcomes.

This includes evaluating medication adherence challenges, social determinants of health,
and disease control indicators.

For example, a patient with poorly controlled hypertension, high stress levels, and
caregiver responsibilities would be categorized as high- risk, triggering more frequent
follow-ups.

Effective risk stratification allows you to allocate your time and resources to patients
with the greatest needs, ensuring timely interventions before conditions worsen.

This proactive approach is central to ChronicCare's prevention-focused philosophy.



Remember that your documentation serves multiple purposes, it guides clinical

decisions, enables accurate billing, and provides legal protection for both patients and the

organization.




Building Therapeutic Relationships

Initial Rapport
@ Establish comfort and trust

Active Engagement
Develop two-way communication

Therapeutic Alliance

Create collaborative partnership

Building genuine relationships with patients is foundational to effective care management.
When patients trust you, they're more likely to share concerns, adhere to recommendations, and
actively participate in their care plan.

This trust develops gradually through consistent, respectful interactions that honor individual
preferences and cultural values.

For example, when a patient shares they prefer herbal remedies for managing symptoms, you'll
respectfully discuss how these might be integrated with conventional treatments, consulting with
their provider rather than dismissing their preferences. This cultural humility strengthens the

therapeutic alliance.



Developing Clinical
Judgment
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Disease Knowledge
Understand progression patterns and expected outcomes
for common chronic conditions.

Assessment Skills
Recognize subtle changes in patient status that may
indicate complications.

Escalation Awareness
Know when and how to alert providers about concerning
symptoms or changes.

Outcome Evaluation
Determine effectiveness of interventions through objective
and subjective markers.

Strong clinical judgment allows you to differentiate between routine
symptoms and those requiring urgent attention. For instance, recognizing
that a diabetic patient reporting sudden blurry vision needs immediate

evaluation rather than waiting for their next appointment could prevent
serious complications. While you aren't making diagnoses, your ability to
identify patterns and potential concerns makes you an invaluable early

warning system within the care team.



Mastering Communication Techniques

Active Listening

Practice full attention to verbal
and non-verbal cues. Use
reflection techniques to confirm
understanding and  validate

patient experiences.

Example: "l hear you saying that
the medication makes you feel

dizzy. That must be concerning
wheh you need to drive to work.

Clear Messaging

Use plain language without
medical jargon. Explain concepts
at appropriate health literacy
levels with concrete examples.

Example: Instead of "monitor for

edema," say "check if your

ankles or feet are swelling up,
especially at the end of the day."

Adaptive Techniques

Adjust communication methods
based on cognitive, sensory, or
language needs. Utilize
interpreters, visual aids, or written
materials as needed.

Example: For a patient with
hearing loss, provide written

summaries and schedule video
calls with captions enabled.

Effective communication forms the foundation of successful care management.
By continuously refining these skills, you'll build stronger relationships, improve
adherence, and enhance patients' understanding of their conditions and

treatment plans.



Applying Motivational Interviewing

Open Questions Affirmations Change Talk

"What challenges have you faced "I'm impressed by how you've "What's one small step toward
with taking your medications managed to walk three times this healthier eating that you feel
regularly?" instead of "Are you week despite your pain. That shows confident you could start this
taking your medications?" real commitment."” week?"

Motivational interviewing is a collaborative conversation style that strengthens a person's motivation and
commitment to change.

Rather than telling patients what they "should" do, this approach helps them discover their own reasons for
making healthy choices.

By eliciting "change talk" and addressing ambivalence, you can guide patients toward positive behavioral
changes while respecting their autonomy.



The Complete ChronicCare Manager

A great Care Manager at ChronicCare embodies several essential qualities: compassionate communication that builds trust,
thorough documentation that supports continuity of care, clinical curiosity that drives better assessment, cultural humility that
respects diverse perspectives, and reliable follow-through that ensures nothing falls through the cracks.

Remember that you are the crucial link connecting patients to better outcomes, providers to valuable insights, and the
healthcare system to cost-effective care. Your role combines clinical expertise with human connection, making a meaningful
difference in the lives of patients managing chronic conditions.

For support and questions as you apply these skills, please contact your Clinical Supervisor or the ChronicCare Support
Team. Welcome to making a difference!



