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Any advice or opinion provided during this training, either privately or to the 
entire group, is never to be construed as legal advice or an assurance of 
compliance. Always consult with your legal counsel to ensure you are receiving 
advice that considers existing case law in your jurisdiction, any applicable state 
or local laws, and evolving federal guidance. 

2(610) 993-0229 | inquiry@tngconsulting.com | www.tngconsulting.com
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What Makes a Case Management 
Interaction Successful? 

3

 Is success that the student received a resource?

 That the immediate problem was solved? 

 That you talked to the student about their 
behavior? 

 That they liked the interaction?NO
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Successful Case Management

Stablilize immediate concerns

Navigate barriers, systems, and resources

Build capacity for students to manage 
future challenges 

4
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Professional Instinct to Structured Help

5

Reactive Intentional

An intentional case manager asks:

 What is actually happening?

 What does this student need right now? 

 How ready are they to address it?

 What outcome(s) are we working toward?

 What should my role be? 
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Strategies for Structuring the Helping 
Relationship

The Transtheoretical Model (Stages of Change)
Provides a model for understanding an individual’s readiness to change

Transactional vs Transformational Case Management
Based on where the individual is in their readiness to change and what their 
presenting concerns are, case managers can determine which case management 
approach would be most effective for moving them

The Skilled Helper
Provides a three-stage approach to structuring the case management 
relationship

6
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The Transtheoretical Mode (Stages of 
Change
Provides a model for understanding an individual’s readiness to 
change

7
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Transtheoretical Mode (Stages of Change)

Pre-Contemplation Contemplation

Relapse
Preparation

Maintenance Action

8
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Defining the Stages

Pre-contemplation 1 Individual is not acknowledging there is a problem 
behavior, and is therefore not considering change

Contemplation 2 Individual acknowledges there is a problem but is 
not yet ready, or is not sure how, to make a change

Preparation for 
Action 3 Individual is getting ready to make changes and          

expresses an intent to take-action

Action 4 Individual is actively modifying behaviors and engaging in 
resources to support behavior change 

Maintenance 
or Relapse 5 Individual is either maintaining new behavior or has 

abandoned new behaviors and returned to old patterns

9

NO
T F

OR
 D

IST
RIB

UT
IO

N



© 2026 ATIXA and NABITA Annual Conference

Understanding Change

 A change might mean an actual change in behavior, but change can also be 
accessing a resource, engaging in help-seeking behavior, etc. 

 Understanding readiness matters – not every student walks in ready to seek a 
resource or change their behavior

 Often success is defined by saying we provided the student with a referral to the 
resource we think they need

 A referral is only a successful intervention if the student is ready and able to 
engage with it

10
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Resistance to Change

Ambivalence is high
They are stuck in mixed 
feelings about the need 
for change.

Confidence is low
They doubt their ability to 
change.

Resistance

!

Desire is low
They are uncertain about 
whether they want to 
make a change.

Importance is low
The benefits of change 
and the disadvantages of 
the current situation are 
unclear.
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Sustain Talk vs Change Talk

Defining Sustain and Change Talk

Sustain Talk

Statements that support 
not changing a behavior. 

Phrases and word choices 
indicate ambivalence, 
contentedness, fear, etc. 

Change Talk

Statements that indicate 
movement toward change.

Phrases and word choices 
include consideration, 
desire, hope, etc.

Miller, W.R. & Rollnick, S. (2013) Motivational Interviewing: Helping people to change (3rd Edition). 
Guilford Press
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Readiness Matters

 Readiness might be issue specific. A student might simultaneously be:
 In action regarding academics
 In precontemplation regarding alcohol use
 In contemplation regarding an unhealthy relationship

13
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Match the Helping Strategy to Readiness: 
Precontemplation and Contemplation

14

Stage Student May Be Saying Case Manager’s Tasks
Precontemplation “I don't think there's really a 

problem.”
• Build rapport.
• Ask open questions.
• Avoid arguing.
• Avoid overwhelming the student with 

resources
Contemplation “Something might need to 

change but not yet.”
• Explore ambivalence
• Explore competing motivations.
• Identify benefits and costs of change.
• Discuss fears and barriers.
• Develop discrepanciesNO

T F
OR

 D
IST

RIB
UT

IO
N



© 2026 ATIXA and NABITA Annual Conference

Match the Helping Strategy to Readiness: 
Preparation, Action, and Maintenance

15

Stage Student May Be Saying Case Manager’s Taks
Preparation “I know I need to do 

something. I just need to 
figure out how.”

• Generate options
• Identify resources
• Break goals into small steps

Action “I’m working on it” • Reinforce progress
• Troubleshoot obstacles

Maintenance “I want to keep this going” • Identify what is working
• Anticipate setbacks
• Gradually reduce case manager involvementNO
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Transactional vs Transformational 
Case Management
Based on where the individual is in their readiness to change and what 
their presenting concerns are, case managers can determine which 
case management approach would be most effective for moving them

16
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Transactional Case Management 

Task-Oriented Services aimed at completing tasks, making referrals, 
and moving students through a consistent process

Effecient The goal is to move students through systems 
efficiently and connect students to resources quickly

Problem 
Resolution

The focus is on resolving immediate student needs 
and is reactive to a specific concern or incident

17
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Transformational Case Management

Relationship-Centered
The approach leverages the CM-student relationships, 
relying on a mutual understanding of goals and values

Holistic
Rather than a focus on only resolving immediate 

needs, the focus in on supporting the whole student

Meaningful Engagement
Meaningful engagement and collaboration helps 

the student build the skills, confidence, and 
support systems needed for future challenges

18
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Benefits of Each Approach

Transactional Case Management
 Ensures timely response 

 Helps manage large caseloads and 
limited resources

 Creates consistency, repeatability, and 
scalability

 Useful for crisis response and urgent 
concerns

 Can stabilize students quickly and 
efficiently

Transformational Case Management
 Builds trust and engagement

 Focuses on student growth, agency, and 
empowerment

 More holistically addresses student 
needs

 Encourages help-seeking

 Creates more meaningful staff-student 
interactions

19
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Risks of Each Approach

Transactional Case Management
 Students may feel processed instead of 

supported

 Interactions become task-focused rather 
than student-focused

 Underlying barriers may go unaddressed

 Staff may experience reduced meaning 
and frustration with their work

Transformational Case Management
 Requires additional time and emotional 

labor

 Can feel difficult in high-volume 
environments

 May not be appropriate or realistic for 
every interaction or case

20
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Both Approaches Matter
Effective case management is NOT 
choosing one approach over the other

21

The goal is intentionally considering…
When is a transactional response appropriate?
When does a student need deeper engagement?
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The Skilled Helper
Putting it all together, the Skilled Helper provides a three-stage 
approach to structuring the case management relationship

22
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Egan’s The Skilled Helper

The helper should use a more consistent and structured 
process, rather than rely on “helper inspiration” to increase 
their efficiency and efficacy

Turn good intentions into actual results

 Used in helping relationships where the goal is to:
 Achieve lasting change

 Empower the individual to manage their own problems 
more effectively

 Develop unused skills and opportunities

23

Source: Egan, G. (2006) The Skilled Helper: a problem management and opportunity 
development approach to helping (7th edition). Pacific Grove, CA
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The Skilled Helper: Stages

Exploring the 
individual’s 

existing situation

Stage One:
Exploration

Helping the 
individual establish 

aims and goals

Stage Two:
Challenging 

Helping the 
individual to 

develop strategies

Stage Three:
Action Planning

24
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Stage One: Exploration

25

Exploring the individual’s 
existing situation

Stage One: 
Exploration

Goals:
 Build rapport
 Help the individual explore their situation
 Understand what is going on for the individual
 Listen and reflect without judgement

Strategies:
 Active listening
 Basic counseling skills (e.g., empathy, reflection, summarizing)
 Effective questioning
 Transtheoretical Model (Stages of Change)
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Stage Two: Challenging
Goals:

Helping the individual 
establish aims and goals

Stage Two:
Challenging 

 Challenge existing views and problematic behaviors Encourage 
the individual to think about possible alternative approaches

 Establish what changes the individual wants

 Help the individual consider new possibilities

 Explore various options and obstacles to those options

Strategies:

26

 All of Stage One Strategies
 Motivational interviewing skills
 Reframing techniques
 Solution focused strategies
 Goal setting
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Stage Three: Action Planning

27

Helping the individual to 
develop strategies

Stage Three:
Action Planning

Goals:
 Take appropriate action to achieve goals
 Skill building and problem solving
 Develop new skills that can be applied to current problems and 

future difficulties

Strategies:
 Skills from Stage One and Two
 Direct teaching of skills: emotional regulation, coping skills, 

time management/academic skills, etc.
 Connection to resources
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Questions?

28
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Content Advisory

This presentation may address topics related to behavioral intervention, violence 
prevention, discrimination, harassment, sexual misconduct, or other forms of 
interpersonal harm. Examples, case studies, and discussion may include 
descriptions of traumatic events, threatening behavior, or other sensitive subject 
matter.

We recognize that participants bring a wide range of professional and personal 
experiences to this work. Please engage in the way that best supports your 
learning and well-being. You are welcome to step out, take a break, or rejoin the 
session at any time if needed.

Our goal is to examine these topics thoughtfully and respectfully to strengthen 
prevention, response, and support practices across our educational communities.

29

NO
T F

OR
 D

IST
RIB

UT
IO

N



© 2026 ATIXA and NABITA Annual Conference

Stay Connected to ATIXA’s Community

30

 Build skills with 20-Minutes-to…Trained and get practical guidance at Time with IX

 Schedule a Training and Certification course and explore Thought Leadership from experts

 Expand your network with Mentor Match and Community Connections

 Stay informed with ATIXA’s “More Likely Than Not” Podcast

 Refer Members. Earn Rewards.

 K-12:
 Exchange ideas through K-12 CommunityServ and streamline your work: TIXKit for K-12
 Access a complimentary K-12 Community Membership

 Higher Education:
 Exchange ideas through the ATIXA Listserv and streamline your work: TIXKit
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Stay Connected to NABITA’s Community

31

 Build skills with 20-Minutes-to…Trained and get practical guidance at Talking BITs

 Schedule a Training and Certification course and explore Thought Leadership from experts

 Expand your network with Mentor Match and Community Connections

 Refer Members. Earn Rewards.

 K-12:
 Exchange ideas through the K-12 CommunityServ
 Access a complimentary K-12 Community Membership
 Streamline your work with BTAMKit templates

 Higher Education:
 Exchange ideas through the NABITA Listserv
 Streamline your work with BITKit templates
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ATIXA and NABITA’s Artificial Intelligence (AI) Disclaimer
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Your access to these materials is governed by a limited, non-transferable license which bars 
modification and certain forms of dissemination. You may not copy or adapt these materials 
without ATIXA’s or NABITA’s explicit prior written consent. You are also prohibited from uploading, 
entering, transmitting, or otherwise disclosing these materials to any AI tool or platform, including 
but not limited to generative AI systems (e.g., ChatGPT, Copilot, Gemini, or similar technologies).

This license language may not be removed from any version of ATIXA or NABITA materials. Except 
where explicitly authorized, should any non-licensee post these materials publicly or disclose 
them to any AI tool or platform, ATIXA and NABITA will require the licensee to remove the content 
immediately, subject to copyright enforcement. These materials may not be used for any 
commercial purpose except by ATIXA or NABITA.NO
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ALL ATIXA AND NABITA PROPRIETARY MATERIALS ARE COVERED BY
THE FOLLOWING LIMITED LICENSE AND COPYRIGHT

33

By purchasing, receiving, and/or using ATIXA and NABITA materials, you agree to accept this limited license 
and become a licensee of proprietary and copyrighted ATIXA and NABITA-owned materials. The licensee 
accepts all terms and conditions of this license and agrees to abide by all provisions. No other rights are 
provided, and all other rights are reserved. These materials are proprietary and are licensed to the licensee 
only, for their use. This license permits the licensee to use the materials personally and/or internally to the 
licensee’s organization for training purposes only. 

If these materials are used to train Title IX personnel, they are subject to 34 C.F.R. Part 106. If you have 
lawfully obtained ATIXA and NABITA materials by registering for an ATIXA/NABITA training, you are licensed to 
use the materials provided for that training.

You are not authorized to copy or adapt these materials without ATIXA’s and NABITA’s explicit written 
permission. No one may remove this license language from any version of ATIXA or NABITA materials. Should 
any non-licensee post these materials to a public website, ATIXA and NABITA will send a letter instructing the 
licensee to immediately remove the content from the public website upon penalty of copyright violation. 
These materials may not be used for any commercial purpose except by ATIXA or NABITA.
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