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Starters
Welcome to the first-of-its-kind cookbook for higher education case management assessment.
Before we begin, we must start by recognizing that assessment is not a process that comes
naturally to some case managers. For some, it is an added responsibility in an already busy
schedule. For others, it is a complex maze of numbers and outcomes that can quickly become
overwhelming. As a result, we have done everything we can to make this a user friendly and
approachable topic for all.
Where possible, we have attempted to simplify concepts and provide a recipe for successful
assessment that will apply (in one form or another) to most campuses nationwide. Our hope is
that the structure and balance provided will serve as a guide for those starting their assessment
efforts while also inspiring those that are well along their way.

About HECMA
The Higher Education Case Manager Association (HECMA) began in 2011 as a grassroots
effort to provide peer support and collaborative networking for those individuals providing case
management services at post-secondary institutions. HECMA’s mission is to provide members
with a professional identity and resources to advance recommended practices, knowledge and
research in order to promote and enhance the wellbeing of campus communities.

Our Process
Starting in 2016, members from HECMA’s Operations and Quality Improvement committee
began work on a project designed to enhance best practice for assessment of learning and
program outcomes. To begin with, team members collected and reviewed a nationwide sample
of mission statements, learning objectives, and assessment reports. Team members
synthesized this review into the common themes and example assessment methods presented
here. Where possible, team members used data collected from a wide range of institutional and
program types.
Team members for this project included (in alpha order):
• Amanda Turnley, Emerson College in Boston, Massachusetts
• Nicole Bernabe, Gonzaga University in Spokane, Washington
• Paul Tongsri, North Carolina State University in Raleigh, North Carolina

How to Use this Guide
The HECMA Assessment Cookbook is designed as a starting place for case managers
interested in learning more about their practice by establishing measurable outcomes for the
work they accomplish. For those who are just starting, we recommend reviewing the mission
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statements and outcomes provided to determine which goals are most appropriate for your
campus. When establishing a mission statement or other outcomes, best practice dictates that
case managers work with the values and mission of the institution where they practice. Through
this guide, however, we recognize that it is often convenient to have a model to work from
initially until a level of confidence is gained that allows the case manager to work
independently. For that reason, we encourage case managers to “copy and paste” as
necessary when getting started.
For those with experience in assessment, this guide provides an opportunity to review the work
of other professionals nationally and determine which aspects might enhance your
practice. There is always room for new ideas and improvement when it comes to assessment.

Some Recognized Limitations
There are a few limitations worth noting as we start this national conversation about
assessment. First, we recognize this guide is an oversimplification of what assessment is and is
meant to be. It is specifically designed as a “starter-guide” and is not established to replicate or
substitute for the knowledge of an experienced assessment professional. Therefore, we
strongly recommend that those seeking to build a practice of assessment use this guide but also
work with the assessment professionals at their individual institutions to ensure that the
methods used make sense for their campuses.
Second, we must recognize a glaring gap in the collection of examples used for this
guide. While many examples and methods can be used in both clinical and non-clinical
settings, almost all of the examples provided originated from non-clinical case management
programs. One of the main factors contributing to this gap is that many clinical case
management programs exist within the context of a counseling or health center and have not
yet established their own specific outcomes. Regardless, we strongly recommend that clinical
case managers take this opportunity to develop their own outcomes and begin the process of
assessment, if merely for the purpose of demonstrating for others what we already know: that
their work has meaning.
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Lastly, we recognize that the starter recipes in this guide are largely quantitative in nature. The
primary factor involved in this decision is simplicity. We recognize that for many case managers
who are first starting in their practice of assessment, qualitative efforts can seem daunting and
time-consuming (even though they don’t have to be). For this reason, we have excluded some
excellent ideas for qualitative assessment that we hope to incorporate into future versions. We
appreciate your patience.

Your Feedback is Valued
HECMA values the feedback of its members and welcomes your support as we continue to
improve this guide. In thinking about future editions, we have already identified a number of
potential enhancements. Some of these include the use of case examples, decision analysis
based on assessment results (we call this the “what now conversation”), using theories of
practice to enhance assessment, and a focus on qualitative measurement. Please consider
submitting your feedback to HECMA’s Operations and Strategic Planning Chair at
operations@hecma.org.

Suggested Citation:
Tongsri, P., Bernabe, N., & Turnley, A. (2017). HECMA Assessment Cookbook: A Starter
Guide to Assessing Outcomes in Higher Education Case Management. Available at:
http:HECMA.org.

HECMA Assessment Cookbook | © 2017

5

Common Mission Statements
Creating and maintaining a mission statement is very important. It provides purpose, clarity and
focus for the work that case managers will do on a daily basis. A strong mission statement can
convey the value or emphasis placed on certain priorities within a case manager’s practice. In
addition, it can and frequently does guide marketing and trainings by establishing a basic
understanding of what the case management program does and the service it provides.
We recommend case managers consider the mission statement of their institution and larger
division (if applicable) when creating their own mission to ensure they align and complement
each other. In an ideal situation, the case management mission statement is a direct
complement to the mission of the larger division and institution.

HECMA’s Definition of Case Management
As with the institution’s mission, connecting the case management program’s mission to the
definition of case management provided by HECMA is recommended. Below, we have included
HECMA’s definition of case management for case managers to review:

Higher Education Case Managers serve their University
and individual students by coordinating prevention,
intervention, and support efforts across campus and
community systems to assist at risk students and
students facing crises, life traumas, and other barriers
that impede success.
To that end, Higher Education Case Managers:
• Arrange for appropriate medical or mental health
care
• Monitor compliance with treatment plans and/or
university behavioral expectations
• Evaluate threat and assess risk to self and/or the
community
• Maintain contact and meet with students to address
needs
• Foster self-advocacy in students to manage their
academic, personal and fiscal responsibilities.
• Advocate for students individually and systemically
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Themes in Case Management Mission Statements
The mission statements reviewed for this cookbook varied widely in scope. While some mission
statements were very specific in defining the nature of case management, others took a more
philosophical view and broadened their mission to incorporate the values they represent. Still
others, like the HECMA definition above, took a mixed approach by establishing an initial
philosophy of case management and including specific examples of how case management
applies to daily practice. Below, we have highlighted several of the themes that emerged when
reviewing mission statements nationally:

Theme One: Creating Awareness and Access to Resources
Case managers are typically responsible for ensuring students are aware of and have access to
other offices on the institution’s campus. Examples of resources might include the Counseling
Center, the Health and Wellness Center, the Disability Services Office, Residence Life,
Academic Support, etc.

Case management...help[s] create an environment where students are
provided access and referral to resources designed to optimize their
success
University of North Carolina Wilmington

Theme Two: Providing Individualized Support for Students
The mission statements reviewed often referenced support for students as being individualized
to meet specific needs. Many mission statements also outline greater detail about the kinds of
support provided such as assisting with areas related to mental health, emotional wellbeing and
safety, behavioral intervention strategies, and fostering resilience and self-advocacy.
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The Office of Case Management fosters student growth, development,
and success by assisting students dealing with areas related to mental
health, emotional wellbeing, and safety…
University of Colorado Denver

Each student’s case differs and can range from a simple email to
instructors to inform them of a student’s illness to interventions that are
far more severe.
University of West Florida

Theme Three: Balancing the Needs of the Student and Community
Often, case managers play a dual role in balancing the needs of the campus with those of the
individual student. When incorporated into a mission statement, these roles often revolve
around specific issues of safety or resource allocation.

Case managers in Gonzaga’s Student Development Division support
students through challenges, connect them to resources, and promote
growth in self-advocacy, all while balancing the needs of the individual
student with those of the overall community
Gonzaga University
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Theme Four: Collaborating with and Supporting Campus Partners
Many mission statements also include a description that case managers provide support to
other offices. Often this takes the form of consulting with outside agencies and receiving reports
of students of concern from campus partners. It may also reference the role that advocacy
plays in working with other offices to support student-centered policies and practices.

Our team collaborates and consults with students, parents, faculty,
staff, and other campus resources (e.g., Campus Police, Counseling
Center, Disability Services for Students, Health Services, Housing and
Residential Life, Student Conduct, and Violence Prevention and
Advocacy Services) to best address the diverse needs of each student.
University of Rhode Island

Example Mission Statement
The case manager works collaboratively with campus
resources to provide support for students who are in
crisis or who are identified as exhibiting concerning or
worrisome behaviors. Effective case management
ensures that the community at large remains safe while
the student involved gains the necessary resources to
remain successful academically and personally. The
case manager does this by:
• Providing comprehensive outreach and
consultation services to the community in order to
proactively identify students who are struggling;
• Providing early intervention and behaviorally
based assessments to determine appropriate
resources and referrals to campus and community
resource,
• Working constructively with students to foster
resilience and self-advocacy;
• Monitoring student progress
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Common Learning Outcomes
Learning outcomes allow stakeholders (students, faculty, staff, etc.) to know what they can
expect to learn from engagement with case management services. They act as specific and
measurable goals for the case manager and stakeholders to achieve together.
When developing learning outcomes, we recommend that case managers first consult their
mission statement to determine what learning must occur for their mission to be met. Learning
outcomes that are tied to the mission and vision of the office provide the opportunity for direct
assessment of the office’s services. Through our review, we noted the parallel between many
individual learning outcomes and the definition of case management provided by HECMA
above.

Differentiating Learning Outcomes from Program Outcomes
Outcomes are often broadly divided into two categories: those focused on learning and those
focused on the program as a whole. While learning outcomes establish what will be gained in
terms of knowledge, skills or ability; program outcomes establish the overarching administrative
goals of the office. One example of a program outcome is customer service where the goal is to
establish a welcoming and efficient process that students and others view as user-friendly.
While program outcomes are necessary to an efficient and strategic administrative operation,
we do not focus on them in this assessment guide.

Clarifying Key Terms in Learning Outcomes
Learning outcomes often incorporate the use of terms that can be viewed and measured
differently depending on who is doing the assessing. For this reason, we recommend that key
terms within a learning outcome be defined more specifically when created. This ensures that
the learning outcomes are measured consistently across time (year to year) and across
individuals (case manager to case manager).
While a campus may choose to define a term according to its own survey questions or a rubric,
we recommend that case managers consider the use of theory and research developed
nationally as a way to define certain key terms. An example of using theory to define learning
occurs when a campus states as a learning outcome that “students will demonstrate greater
leadership.” When assessing leadership, it’s important to know what it is and how it will be
measured. While a campus can create its own definition and assessment standard of
leadership, we recommend that leadership be defined according to one of several theories and
measures used widely. This allows leadership to be defined and measured in a way that is valid
and reliable.
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Themes in Learning Outcomes for Students
Similar to our review of mission statements, we found that learning outcomes nationally tended
to revolve around a few key themes. Below, we identify several themes and provide specific
examples to help highlight how different schools may choose to establish various ways of
defining or measuring each theme.

Theme One: Awareness and Confidence Regarding the Use of Resources
In many ways, case managers are defined by their ability to connect students to the practical
resources that will assist them. As a result, awareness and access to those resources was
found to be a primary learning outcome among case management programs. While some
programs focus on the awareness of resources, others look at a student's willingness or
confidence in connecting with the resources provided.

Students will have a greater knowledge of University resources and
access points.
Students will express greater efficacy in connecting with appropriate
University resources.
North Carolina State University

Theme Two: Identification and Development of Healthy Coping Skills
As case managers aim to help guide students through times of overwhelming stress and crisis,
the development of healthy coping strategies is another appropriate area of focus. Many case
management programs educate students on what different healthy coping skills may be, while
others help students plan to utilize those coping skills. Clarifying key terms is important for this
learning outcome, as a case management program ought to define what a healthy coping skill is
(utilization of support system, self-care, etc.) prior to assessing a student’s ability to identify one.
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Students will be able to identify and use healthy coping skills which can
help in managing future stress and/or crisis.
Gonzaga University

Theme Three: Insight into Behavioral Impact
Oftentimes, the behaviors exhibited by a student who meets with a case manager will have a
larger impact on social relationships and the overall campus community. Whether the student
has been involved in a conduct situation or is inappropriately using their peers for support, case
management programs may aim to help students become aware that their behaviors and
choices extend beyond themselves.

Students will be able to exhibit awareness of how their behavior affects
academic and personal success.
University of Kentucky

Theme Four: Insight into the Value of Individual Well-Being
Alongside healthy coping skills, many case management programs focus on the importance of
holistic well-being to help students achieve their goals. Helping students see the value in all
aspects of life (social, emotional, physical, etc.) - not just their academic lives - has been a
common theme throughout various case management programs.
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Students will be able to describe how well-being and health are central
to their success (academic, residential, co-curricular, social, etc.).
Northwestern University

Themes in Learning Outcomes for Faculty, Staff, and Other
Referral Sources
Case managers often think of themselves as educating students, the one constituency they
interact with most and that is most impacted by the work they do. In working with students,
however, we must recognize the need to educate the larger community on the issues that
students face and when it is appropriate to share any concerns that might exist

Theme One: Recognizing Concerning Behaviors
Almost all learning outcomes devoted to faculty, staff, parents, and other stakeholders place a
strong emphasis on educating those stakeholders on when to report concerns. Indeed, if case
managers rely only on the larger community's assumptions on when to report, they risk missing
information completely or receiving it in a less than timely fashion.

[Referral Sources] will recognize behaviors of concern...
Boise State University
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Theme Two: Awareness of Reporting Mechanisms
It is axiomatic that those who know when to share a concern must also know how to share it.
Often, campuses have multiple offices whose roles may overlap with the services being
provided through case management. If communication lines are unclear or siloed, a faculty or
staff member can become confused and choose not to report. For this reason, it is
recommended that case managers assess not just whether referral sources know when to refer,
but also how to refer.

[Referral Sources] …will use appropriate reporting mechanisms.
Boise State University

[Referral Sources] will indicate better understanding of the Community
of Concern process.
University of Kentucky
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Using Trend Data in Case Management
Without realizing it, many case managers have a wealth of very useful data at their fingertips.
By reviewing trends in referral data, case managers are often able to adapt their practices and
programs to meet the needs of the community. Trend data can also be used when advocating
for new resources related to student success or developing new relationships across the
organization.

Differences Between Trend Data and Outcomes Assessment
An important distinction must be made between the collection of trend data and the assessment
of learning outcomes. While trend data may be used as one source of evidence when
assessing learning, it is often not the only source of data and often does not provide the best
evidence for the quality of learning taking place.
In addition, a note of extreme caution should be given when reporting on trend data that is
based on a small sample size. These numbers will not allow for accurate generalization of
information. For questions related to the use of sample size when generalizing results, please
consult with your local Office of Assessment or Office of Institutional Research.

How Often Should Trend Data Be Collected
While practice varies on how often trend data is collected, our recommendation is that case
managers collect and review data on a semester and yearly basis. For those case managers
interested in a more nuanced understanding of trends, collection on a monthly or quarterly basis
may be useful.

Common Measures of Trend Data:
Programs often differ in the types of data trends they track based on their level of data access,
the tracking software they are using, and the resources available to do so. While some
programs may choose to track a few key measures, others are more interested in a wide range
of data.

Programs with access to larger database platforms may be able to use the analytics tools in
those programs to more easily pull and track data trends. Below are a number of common trend
data points that case management programs nationally tend to utilize. Feel free to use the
checkboxes provided to verify whether each is a data point your campus is currently tracking:

 Number of new referrals
 Number of referrals by student of concern demographic data, including
 Age at date of report
 Athlete Status
 Classification (first year, sophomore...graduate, etc.)
 College Enrollment
 Gender Identity
 Greek Life Affiliation
 Housing Status (on-campus, off campus)
 International Student Status (often based on Visa Status or Citizenship)
 Living-Learning Affiliation (for on-campus housing)
 ROTC Affiliation
 Racial or Ethnic Identity
 Special Academic Program Affiliation (honors, scholarship program, etc.)
 Number of referrals by type of concern (concern types vary by campus)
 Number of referrals by referral source demographic data, including:
 Campus Role or Relationship to Campus (faculty, staff, housing, parents,









police, student, etc.)
 College Affiliation (primarily for academic referral sources)
Number of referrals by incident demographic data, including:
 Month of Incident
 Location of Incident (on campus, off campus, specific residence hall)
 CLERY Status
Number of referrals involving students of concern with prior referrals
Number of referrals by case management actions taken (actions vary by
campus)
Average length from case creation to case closed (moved to inactive status)
Percent increase/decrease in new referrals semester-to-semester, year-to-year,
and three year average
Number of cases assigned to each case manager
Number of student meetings per case
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How Campuses Are Using Trend Data
Many case managers are quite adept at advocating for additional resources, forming new
relationships, or creating new training opportunities using the data trends collected. Below are
just a few simple examples of how a case manager might use trend data to expand on their
current practice:
1. Advocating for Additional Resources:
a. By tracking new referral numbers and the number of cases per case manager,
case managers can anticipate when new hires may be needed and successfully
demonstrate, through data, when the new hire threshold has been met.
b. By tracking the number of new cases originating in housing, the case manager is
able to establish a stronger relationship with housing personnel to incorporate
Residence Directors into case management practice.
2. Enhancing Trainings/Education:
a. By tracking past patterns related to the type of concerns presented along with the
month of the year they were reported, the case manager is able notice patterns
in the timing of certain concerns and more intentionally tailor future emails and
other marketing efforts to faculty and staff.
b. By tracking an increase in on-campus referrals from a specific residence hall, the
case manager is able to collaborate with housing staff on the creation of
additional trainings and marketing materials designed to help residents recognize
and cope with specific issues before they emerge as behavioral concerns.
3. Forming New Collaborative Relationships
a. By tracking an increase in cases originating from a specific college, the case
manager is able to advocate for representation from that college’s Coordinator of
Advising on the institution’s “CARE” team.
b. By tracking the number of new referrals involving international students, the case
manager is able to introduce themselves to the international services office and
gain a spot on the international advisory committee.
4. Advocating for Changes in Policy and Practice:
a. By tracking the concerns associated with graduate students, the case manager is
able to advocate for a leave of absence policy that recognizes the need for
course withdrawals mid semester.
b. By tracking the number of referrals originating from campus police, the case
manager is able to connect better with officers and establish a referral procedure
for police interactions that could benefit from case management intervention.
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Five Starter Recipes for Assessment
Recipe One: Post-Meeting Assessment (survey)
Recipe Title

Quick Overview

Learning Outcomes

Ingredients (Data
Points Required)

Post-First-Meeting Assessment
During a one-month period, students are asked to participate in a onetime survey immediately following their first visit with a case manager.
Participants are asked questions related to their (1) degree of
nervousness before the meeting, (2) degree of engagement with the
case manager during the meeting, and (3) degree of efficacy in their
connection with resources (both in and outside of case management),
and (4) willingness to follow-up with case management services in the
future.

•

Students will express greater efficacy in connecting with
appropriate university resources.

•
•

Number of new referrals within the assessment period
Number of referrals where a case manager met with the
student
Number of students completing the post-meeting assessment
survey
Summary data from the post-meeting assessment survey (see
cooking instructions for specific measures)

•
•

During a one-month period, eligible participants are asked to fill out an
online survey immediately following their initial visit with a case
manager (see tip 1). Eligible participants include all students referred
to case management and who will meet with a staff member from the
case management unit (see tip 2).

Cooking
Instructions
(Methodology)

Students who agree are escorted to the waiting area where they are
presented with a tablet and given instructions for filling out the
survey. The survey is voluntary and anonymous with results being
aggregated at the end of the one-month period. They are then left
alone to complete the survey (see tip 3). The tablet automatically links
to the survey and blocks access to other apps (single link app on
home screen, other applications are inaccessible based on parental
features of the tablet).
The survey contains 10 questions and takes about 2 minutes to
complete. All questions are multiple choice or Likert-style response.
Participants are asked questions related to their (1) degree of
nervousness before the meeting, (2) degree of engagement with the
case manager during the meeting, and (3) degree efficacy in their
connection with resources (both in and outside of case management),
and (4) willingness to follow-up with case management services in the
future
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At the end of the one-month period, results are downloaded and
summarized using statistical software (see tip 4, 5).

Cooking
Techniques
(Explanation of
Useful Statistics)

Tips and Tricks

Supplemental
Materials

The following data is relevant and can be summarized from results of
the survey:
• Percent of participants reporting they “agree” or “strongly
agree” with the following statements: As a result of my
conversation with the case manager…
o I feel confident in my ability to reach out for support in
the future
o I have a plan for how to address any issues I’ve been
dealing with recently
o I know what actions I can take if things don’t seem to
be getting better or get worse in the future
o I feel confident in my ability to get help from other
campus resources (outside of case management) if I
need to
• Percent of participants reporting they are “likely” or “very likely”
to reach out to the case manager if they need something going
forward.
• Percent of participants reporting that meeting with the case
manager was “worth the effort” or “very much worth the effort.”
1. While this assessment is designed to occur over the course of
a month, it can easily be expanded to occur over the course of
a semester, or in an ongoing basis.
2. You may choose to limit the participants for the survey based
on the type of concern described in the referral. For instance,
you could choose to include only participants where the
concerns presented do not include a potential threat of harm to
others.
3. For those without a tablet or other electronic input device
(computer, etc.), paper versions of the survey can be
provided. Simply have the student drop the completed survey
in a box or give it to an assistant. If using paper, be mindful
not to enter data immediately in order to protect student
confidentiality and anonymity.
4. There are a number of free online survey tools available, many
of which will automatically tabulate summary data.
5. Most of the data can be tabulated using a simple spreadsheet
program such as Google Sheets or Microsoft Excel.
See Appendix I: Post-Meeting Assessment Survey
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Recipe Two: Student-Resource Connection Assessment
(interview/survey)
Recipe Title

Quick Overview

Student-Resource Connection Assessment
After a one-month period, the case management team pulls the names
of individual students and the campus resources to which they were
referred. Each campus office is provided the name of students who
were referred to their office and asked to report back the number of
students who followed through with the referral.
•

Learning Outcomes
•

Ingredients (Data
Points Required)

•
•

Students will develop a plan for how to use campus and
community resources to help during times of stress and/or
crisis.
Case managers will provide useful resource referrals to
students experiencing stress and/or crisis.
List of on-campus partners who are main referral points
Names or IDs of students who were referred to each oncampus partner

During a one-month period, case managers will track the on-campus
offices (counseling services, academic advising, office of disability
resources, etc.) to which their students were referred (see tip 1, 2).
At the end of the assessed semester, each office is provided with the
list of students who were referred to their office and told the general
timeframe during which the student was referred (see tip 3, 4). Offices
are asked to provide the case management team with the number of
students who had met with their office following the referral period.
Cooking
Instructions
(Methodology)

The below language is an example of what is shared in an email to
campus partners:
As part of our assessment efforts, we’re tracking referrals
made to our partner offices with a sample of new students we
saw this semester. Could you tell me how many of the
students named below actually came to/worked with your
office? No need to tell us who, just a number.
For privacy and confidentiality concerns, the offices are asked only to
share a number of students and refrain from providing the names of
students.

Cooking
Techniques
(Explanation of
Useful Statistics)

The following data is relevant and can be summarized from results of
the survey:
• Percent of participants successfully following through with
referrals.
• Offices which have the highest percentage of students
following through with referrals.
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Tips and Tricks

Supplemental
Materials

1. While this assessment is designed to occur over the course of
a month, it can easily be expanded to occur over the course of
a semester, or in an ongoing basis.
2. Depending on the database used to track student meetings,
you may be able to mark the referral as a “sanction,” “treatment
plan,” or as a part of a referral form. From there, you would be
able to pull names and referral points more simply.
3. You may choose to limit the participants for the survey based
on the type of concern described in the referral. For instance,
you could choose to include only participants where the
concerns presented do not include a potential threat of harm to
others or where the referral was mandatory rather than
voluntary.
4. Some students may have previously been connected to a
specific campus office, prior to your referral.
o If they are actively working with the office at the time of
your referral, do not include them in your list.
o If there has been a time lapse between their last
meeting with a specific office and your referral, they
should be included in the assessment as your referral is
a reconnection.
o You may want to highlight a difference between new
referrals and those students who were reconnected.

See Appendix II: Referral Tracking Sheets
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Recipe Three: Gap Analysis Assessment (trend data
analysis)
Recipe Title
Quick Overview

Gap Analysis Assessment
Trend data is reviewed against institutional data to determine if gaps
exist in the campus’ awareness of the case management program.
•

Students, Faculty, and Staff will know when to report their
concerns about students exhibiting concerning, worrisome, or
threatening behaviors.

•
•

Number of total referrals
Number of referrals originating from Students (non-studentstaff), Faculty/Academic, Housing, Campus Police, and
Parents
Number of referrals originating from each academic college (or
department for smaller institutions)
Number of students enrolled in each college

Learning Outcomes

Ingredients (Data
Points Required)

•
•

This recipe provides two separate approaches to assessing the
learning outcome provided: one focuses on general referral sources
and one focuses specifically on academic colleges/departments as
the source of the referral.
General Referral Source Instructions: During a year-long period,
case managers track data regarding the number of referrals
originating from students, faculty, housing, campus police, parents
(see tip 1).
Cooking
Instructions
(Methodology)

At the end of the data collection cycle, the case manager calculates
and compares the percent of referrals originating from each source
(Students, Faculty/Academic, Housing, Campus Police, and Parents)
(see tip 3).
College/Department Specific Instructions: Case managers also
track the number of referrals originating from each campus college (or
department) (see tip 1, 2).
The case manager compares the percentage of students enrolled in
each college who are referred by each college (see tip 4).
The following data is relevant and can be calculated from the data
collected:

Cooking Techniques
(Explanation of
Useful Statistics)

•

•

Percent of total referrals originating from each general referral
source (i.e. percent from students, percent from academic,
etc.)
Ratio of students referred from a college to the number of
students enrolled in that college (calculated by dividing the
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number of referrals originating from College A by the number
of students enrolled in College A). Multiplying this number by
100 will give you the percent of students referred from a given
college.

Tips and Tricks

1. Many of the data points can be tracked automatically using
online database software. For those without this software, a
simple tally is sufficient.
2. While many institutions already track whether the referral
source is “academic” in nature, some may not yet be tracking
which college or department the referral originated from. In
many cases, the online referral form can be adjusted to
include information pertaining to an academic referral source’s
college affiliation. For campuses that do not track the college
affiliation of the faculty/academic source automatically, the
tally can also be calculated manually by knowing who
submitted the referral and looking up their college affiliation
using a campus directory.
3. Comparing the percent of referrals by referral source is most
helpful for longitudinal assessments that compare year to
year, semester to semester, or month to month. It helps to
guide the case manager to know which sources are aware of
the services offered and where appropriate marketing efforts
should go generally. For instance, recognizing that a low
percentage of referrals originate from police may prompt a
case manager to form stronger bonds with campus police
leadership or increase police training efforts.
4. For case managers who regularly conduct trainings and
presentations, comparing the ratio of referrals by college can
be very powerful. Knowing which colleges refer the least can
help the case manager decide which trainings to schedule and
when to send out timely reminders. For an added assessment
measure, the case manager can compare the trainings
completed in a college/office with the number of referrals
originating from that training location, thus gaining a sense of
the effectiveness of the training in that area.
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Recipe Four: Pre-Post Assessment (rubric)
Recipe Title

Quick Overview

Pre-Post Rubric Assessment
During a one-month period, case managers use a structured rubric to
assess students following the initial meeting and then again after the
student is no longer considered “active.” Students are assessed on
their ability to develop a plan for use of campus resources, identify and
use coping skills, engage in self-care and mature self-advocacy.
•

Learning
Outcomes

•
•

Ingredients (Data
Points Required)

•
•
•

Students will develop a plan for how to use campus and
community resources to help during times of stress and/or
crisis.
Students will identify and use coping skills that can help in
managing future stress and/or crisis.
Students will demonstrate an ability to display self-care and
mature self-advocacy.
Number of students involved in the assessment.
Pre-assessment score for each outcome
Post-assessment score for each outcome

During a one month period, students coming into case management for
their initial meeting are assessed by the case manager directly after
their meeting. This assessment serves as the pre-assessment for how
the student functions prior to engaging in a specific intervention.
Throughout the initial meeting, the case manager asks the student a
series of relevant questions about his/her knowledge of
campus/community resources, how to access those resources, various
coping skills which are currently employed by the student, and the
student’s ability to engage in self-care/advocacy behaviors.
Cooking
Instructions
(Methodology)

Immediately following the initial meeting, the case manager rates the
student on a scale of 1-4 (1- no ability, 2- limited ability, 3- satisfactory
ability, 4- strong ability). Results from this rating are logged based on a
primary ID number for each student.
At the point a student’s case or referral is no longer considered
“active,” the case manager again rates the student’s ability using the
same scale. The results are again logged using the same primary ID
number.
At the end of the assessment period, the case manager calculates the
increase or decrease in each student’s score on each outcome, as well
as the average increase or decrease for all students involved. From
this, the case manager is able to indicate percent increase or decrease
in score across each outcome.

Cooking

The following data is relevant and can be summarized from results of
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Techniques
(Explanation of
Useful Statistics)

Tips and Tricks

the survey:
• Average increase or decrease in score for each outcome
o Subtract post-assessment score and pre-assessment
score for each student. Average these differences
together to obtain an average increase (positive
number) or average decrease (negative number). This
represents the level of growth in ability on each outcome
measure.
• Percent of students scoring “satisfactory” or “strong” on the preassessment compared to the percent of students scoring
“satisfactory” or “strong” on the post-assessment.
1. While this assessment is designed to occur over the course of a
month, it can easily be expanded to occur over the course of a
semester, or in an ongoing basis.
2. You may choose to limit the participants for the survey based
on the type of concern described in the referral. For instance,
you could choose to include only participants where the
concerns presented do not include a potential threat of harm to
others.
3. It is helpful to maintain an assessment of the same concern
type for fall and spring semesters of an academic year.
Comparing rubric scores from year to year might also be
beneficial.

•
•
Supplemental
Materials

See Appendix III: Rubric Assessment
Prior to using any rubric for assessment, staff members should
engage in a process of “norming” the rubric to ensure reliability
between raters. This process involves having raters score
sample case studies and discuss responses with the goal of
achieving similar scoring on future cases. Often, this process
can involve multiple gatherings to ensure consistency.
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Recipe Five: Referral Source Assessment (survey)
Recipe Title

Referral Source Assessment

Quick Overview

During a semester, members of the campus community who submit a
report of concern about a student receive a survey following their
submission

Learning Outcomes

•
•
•

Ingredients (Data
Points Required)

•
•
•

Cooking
Instructions
(Methodology)

Those referring concerns will demonstrate knowledge of the
case management program
Those referring concerns will express a willingness to refer
additional students as needed (Program Outcome)
Those referring concerns will express a willingness to
encourage peers to submit concerns (Program Outcome)
Role of Partners who have referred students to case
management
Number of partners who have referred students
Number of partner referrals that resulted in cases

During a semester of assessment, those individuals submitting a
concern for a student will receive a survey two weeks after submission
regarding their experience (see tip 1, 2).
The survey consists of several Likert and multiple choice style
questions designed to assess:
• The effectiveness in advertising of the Case Management
program
• The efficiency of the referral process
• Awareness of the of case management process
• Satisfaction with the level of personal follow-up from the case
management program
• The overall likelihood that the referral source will share
concern for another student and encouraging peers to also
refer concerns
At the end of the semester, data is collected and analyzed using
statistical software.

Cooking
Techniques
(Explanation of
Useful Statistics)

The following data is relevant and can be summarized from results of
the survey:
• Percent of participants reporting they “agree” or “strongly
agree” surrounding questions related to the submission
process such as:
o I feel that the submission process was easy/simple to
use
o I knew how to submit the name and information
regarding a student of concern
o I am likely to submit a concern about a student in the
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o
o
o

Tips and Tricks

Supplemental
Materials

future
I understand what Case Management does
I understand what appropriate follow up with me should
look like
I received appropriate follow up regarding my
submission

1. Alternatively, the survey could be sent to all submitters at the
end of the semester. In this case, the questions would be
altered to address the comprehensive experience of the
submitter over the course of the semester. Regardless of what
timeframe is selected, the timeframe must remain consistent
for each submitter.
2. If the program has an online submission option, it may be
helpful to state within the submission instructions that if the
submitter provides their name and email address, they will
receive a follow-up survey about their experience.
3. If your referral process permits self-referrals, this should be
noted in your data (that you surveyed referral sources who
identified themselves).

See Appendix IV: Referral Source Survey
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Appendices
The following appendices provide specific examples to supplement the materials used earlier in
the cookbook. You are welcome to use or adapt these examples in any way you choose
without citation.
Important Note: Prior to adopting any of the following supplemental materials for use with your
campus, we recommend that it be reviewed by the members of your unit along with at least one
non-affiliated partner to address any issues of validity and to ensure it is an appropriate
measure for the population of students at your school.

Appendix I: Post-Meeting Assessment Survey
Q1 Which case manager did you meet with today?
 Case Manager 1
 Case Manager 2
Q2 Overall, how nervous were you about your meeting today?
 Not at all nervous
 Somewhat nervous
 Very nervous
Q3 Mark your agreement with the following statements: The case manager...
Strongly Agree Neither agree Disagree
agree
nor disagree

Strongly
Disagree

was prepared for my
appointment











was courteous and professional











really seemed to listen to what I
was trying to say











seemed genuinely interested in
me











made suggestions or provided
advice that seemed relevant to
what I am going through











Q4 How comfortable would you be in meeting with the same case manager again?
 Very uncomfortable
 Uncomfortable
 Comfortable
 Very comfortable
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Q5 Overall, how likely are you to reach out to the case manager you met with if you need
something going forward?
 Not at all likely
 Somewhat likely
 Likely
 Very likely
Q6 Mark your agreement with the following statements: As a result of my conversation with
the case manager...
Strongly Agree
Neither
Disagree
Strongly
agree
agree nor
Disagree
disagree
I feel confident in my ability to
reach out for support in the future











I have a plan for how to address
any issues I've been dealing with
recently











I know what actions I can take if
things don't seem to be getting
better or get worse in the future











I feel confident in my ability to get
help from other campus resources
(outside of case management) if I
need to











Q9 Overall, was this meeting worth the effort for you?
 Not at all worth the effort
 Somewhat worth the effort
 Worth the effort
 Very much worth the effort
Q10 Imagine you had a friend that you were very concerned about. Based on your interaction
today, how comfortable would you feel in having a case manager reach out to your friend?
 Very uncomfortable
 Uncomfortable
 Comfortable
 Very Comfortable
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Appendix II: Referral Source Assessment Survey
Option 1:
Student Name

Student ID

Date of referral

Option 2:
Health & Counseling Services
Student Name

Student ID

Date of Referral

Academic Advising & Assistance
Student Name

Student ID

Date of Referral

Referred to

Appendix III: Pre-Post Assessment Rubric
Note: Prior to using any rubric for assessment, staff members should engage in a process of
“norming” the rubric to ensure reliability between raters. This process involves having
raters score sample case studies and discuss responses with the goal of achieving
similar scoring on future cases. Often, this process can involve multiple gatherings to
ensure consistency.

Student Identifier: ________
Date of Initial Assessment: ________
Date of Final Assessment: ________
Circle one: Initial Appointment

OR

Final Assessment

Name of Case Manager: __________________________
Concern category/categories assigned for student during initial meeting (e.g. Emotional
Distress):____________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________

Instructions: Use the below rubric to identify where your student is in terms of ability to achieve
the specific learning outcome. After your initial appointment with the student, please circle the
box in the rubric to which the student is most closely related. Once the student has moved off of
your case load, the final assessment of the student’s ability will be completed. At this point,
please circle (on the same paper in a different color pen) the level of the student’s functioning.
Learning Outcomes
Students will be able to:
1. Develop a plan for how to use campus and community resources to help during times of
stress and/or crisis.
Score of 1

Score of 2

Score of 3

Score of 4

Student demonstrates
no ability to plan for
and access campus
and community
resources.

Student demonstrates
limited ability to plan for
and access campus and
community resources.
Student may only
identify one feasible
resource or not fully
understand how to
access resources.

Student demonstrates a
satisfactory ability to plan
for and access campus
and community
resources.
Student may identify
multiple resources but not
understand how or lacks
the proper motivation to
access them.

Student demonstrates a
strong ability to plan for
and access campus and
community resources.
Student is able to
identify multiple
resources and follows
through to access them.
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2.

Identify and use coping skills that can help in managing future stress and/or crisis.

Score of 1

Score of 2

Score of 3

Score of 4

Student demonstrates
no ability to identify or
demonstrate mastery of
coping skills that can
help in managing future
stress or crisis.

Student demonstrates
limited ability to identify
or demonstrate mastery
of coping skills that can
help in managing future
stress or crisis.
Student can only identify
one coping skill and is
unable to demonstrate
mastery of named skill.

Student demonstrates a
satisfactory ability to
identify or demonstrate
mastery of coping skills
that can help in
managing future stress
or crisis.
Student can identify
multiple coping skills, but
is unable to demonstrate
mastery of all named
skills.

Student demonstrates a
strong ability to identify
or demonstrate mastery
of coping skills that can
help in managing future
stress or crisis.
Student can identify
multiple coping skills
and is able to
demonstrate mastery of
all named skills.

3.

Demonstrate an ability to display self-care and mature self-advocacy.

Score of 1

Score of 2

Score of 3

Score of 4

Student
demonstrates no
ability to engage in
self-care behaviors
or advocate for
themselves.

Student demonstrates
limited ability to
engage in self-care
behaviors or
advocate for
themselves.

Student demonstrates
a satisfactory ability to
engage in self-care
behaviors or advocate
for themselves.

Student demonstrates
a strong ability to
engage in self-care
behaviors or advocate
for themselves.

Student is able to
demonstrate ability to
engage in one self-care
behavior AND is able to
advocate for
themselves.

Student is able to
demonstrate ability to
engage in multiple selfcare behaviors AND is
able to advocate for
themselves.

Student is able to
demonstrate ability to
engage in self-care
behaviors OR advocate
for themselves.

Total Score:
Total Initial assessment: ___
Total Final assessment: ___
Average Score:
Average Initial assessment Score: ___
Average Final assessment Score: ___
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Appendix IV: Referral Source Assessment Survey
Q1 What is your role on campus or in the life of the person you referred to Case Management?










Faculty
Staff (non-housing)
Housing Staff (including RA)
Campus Police
Student (non-RA)
Parent
Non-Affiliated
Other ___________________

Q2 How did you hear about the Case Management Office?
 Professor/Instructor
 Department Head or Director
 Flyer or brochure
 Website
 Friend/Other Student
 Resident Advisor/other Housing staff
 Presentation
 Outreach Program/Event
 Other (please specify)
Q3. Please rate your experience with the referral process
Strongly Agree
Neither
agree
agree nor
disagree

Somewhat
disagree

Disagree

Does
Not
Apply

I knew about the Case
Management Office prior
to needing to refer this
student.













I knew how to refer a
student to Case
Management prior to
needing to refer this
student.













I have used the referral
process more than once.













I found the referral
process easy to access.













My referral was
responded to in a timely
manner.













I was offered ways to
assist the student I was
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concerned about in
addition to the referral.
If needed, I was asked
questions that helped me
clarify the concern.













The referral follow-up
process for the student
was clearly explained to
me.













The referral follow-up
process for me was
clearly explained.













Disagree

Does
Not
Apply

Q4. Please rate your satisfaction with the results of the referral process:
Strongly Agree
Neither
Somewhat
agree
agree nor
disagree
disagree
I am confident that once I
make a referral, the
student is in good hands.













If I have another student
that I am concerned
about I will refer them to
Case Management.













I will encourage my peers
and colleagues to make
referrals when needed.













Overall I am satisfied with
the services provided by
Case Management.













Q5. Please use the space below to share any additional comments or recommendations
regarding the Case Management referral process or program.
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Dessert
Motivational Quotes (to get you started)
A recipe has no soul. You, as the cook, must bring the soul to the recipe.
~ Thomas Keller
One cannot think well, love well, sleep well if one has not dined well.
~ Virginia Woolf
The only real stumbling block is fear of failure. In cooking, you’ve got to have a what-thehell attitude.
~ Julia Child
Homemade with love…In other words, I licked the spoon and kept using it.
~ Unknown

