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IDENTIFICATION 

Department Position Title 

Northwest Territories Health 
and Social Services Authority 

Case Manager, Supported Living and Adult Services 

Position Number Community Division/Region 

48-11328 Yellowknife 
Mental Health and 

Addictions 
Services/Yellowknife 

PURPOSE OF THE POSITION 

The Case Manager, Supported Living and Adult Services (Case Manager) provides case 
management to adults with disabilities, and/or chronic mental health and addictions issues as 
well as limited services to adults accessing other benefits and services. This position ensures 
individuals referred within the Yellowknife Region are appropriately assessed and able to 
access programs and services needed to maximize their independence and provide 
opportunities to engage in meaningful activities that enhance their quality of life. The Case 
Manager also plays a lead role in providing access to a continuum of supported living options 
for this service user group including clients with disabilities and/or chronic mental health and 
addiction issues. 

SCOPE 

The Northwest Territories Health and Social Services Authority (NTHSSA) is the single provider 
of all health and social services in the Northwest Territories (NWT), with the exception of Hay 
River and Tłı̨chǫ regions, covering 1.2 million square kilometers and serving approximately 
43,000 people, including First Nations, Inuit, Metis, and non-Indigenous peoples. Health and 
social services includes the full range of primary, secondary and tertiary health services and 
social services including family services, protection services, care placements, mental health, 
addictions, and developmental activities, delivered by more than 1,400 health and social 
services staff. 

While the Tłı̨chǫ Community Services Agency (TCSA) and Hay River Health and Social Services 
Agency (HRHSSA) will operate under a separate board, the NTHSSA will set clinical standards, 
procedures, guidelines and monitoring for the entire Northwest Territories. Service 
Agreements will be established with these boards to identify performance requirements and 



 

May 21, 2026 GNWT Job Description                                              Page 2 of 9 

 

adherence to clinical standards, procedures, guidelines and policies as established by the 
NTHSSA. Under the direction of the Minister of Health and Social Services, the NTHSSA is 
established to move toward one integrated delivery system as part of the government's 
transformation strategy.  
 
Located in Yellowknife, the Case Manager reports directly to the Manager, Mental Health and 
Addictions Services, and manages a case load of approximately 35-45 supported living service 
users and numerous adults seeking assistance with system navigation and coordination in 
Yellowknife.  This position may also support other NTHSSA regions as needed.   
 
The Case Manager works directly with service users experiencing complex issues across several 
departments including NWT Housing Corporation, NTHSSA, and the departments of Justice, 
Health and Social Services, and Education, Culture & Employment. The position works directly 
with the service users in an office, community or virtual setting, as well as case managing 
service users who are residing outside of the NWT as part of the Out of Territory (OOT) 
Supported Living Program. Staff may be subject to working with extremely high-risk service 
users on a daily basis in both controlled and uncontrolled environments.  
 
The diverse client base will include multiple complex clients dealing with adverse situations 
including homelessness, food security, child and family services, mental health, criminal 
matters, literacy, income security, and cognitive deficits. This may require the case manager to 
provide support, advice, and services in community settings. 
 
This position is responsible for the referral of individuals to supported living and the case 
management of service users accessing in territory and out of territory accommodation based 
supported living. The case manager may be asked to participate on behalf of NTHSSA at key 
joint stakeholder meetings.  
 

RESPONSIBILITIES 

1. Promotes self‑determination, independence, wellness, and community living 
through assessment and integrated case management to adults with disabilities, 
chronic mental health and addictions issues.   

• Provides case management for individuals with disabilities, mental health concerns, 
and/or addictions.  

• Assesses the emotional, psychosocial, and environmental needs of service users and 
coordinates appropriate resources to meet those needs.  

• Manages a caseload of approximately 35-45 individuals who are accessing supported 
living in and out of the territory.   

• Promotes effective communication to support the exchange of information between 
service users and other providers.  
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• Provides relevant information to service users and families related to the issues they are 
experiencing.  

• Builds a positive relationship with the service user and community resources. 
• Advocates for the needs of service users and their families, ensuring that community 

resources are responsive and appropriate.  
• Maintains contact with service users and relevant guardians, case managers etc. as 

related to the case management of clients in supportive living environments. 
• Participates in case management conferences to provide advice or guidelines concerning 

interventions such as behavioural care planning, as well as annual care planning 
meetings for service users.   

• Reviews all unusual occurrence reports from supported living service providers, assess 
the degree of risk for the service user and determine the required response, formulate 
and implement an action plan in conjunction with the service provider and other 
professionals. 

• Coordinates and works closely with the multidisciplinary team to monitor family 
unification visits for service users, and ensure appropriate supports are in place prior to 
each visit.  

• Works closely with Territorial Supported Living services to ensure that the day-to-day 
social, emotional, physical and intellectual needs of service users living in supported 
living environments are being met by contractors and service providers.  

• Initiates Risk Monitor Pro incident reporting procedures in accordance with 
organizational procedures and carries out effective and efficient follow ups.  

• Works with Territorial Out of Territory Supported Living Program to support the 
repatriation of service users back to the NWT from southern placements, where 
possible.  

• Works closely with Territorial OOT Supported Living Program to manage crisis 
situations through negotiation and mediation between service users and service 
providers, and/or other community members or agencies, when required.  

• Develops and implements short-term and long-term plans with service users aimed at 
facilitating their independence, enhancing their support system and encouraging 
stronger linkages with their families and community of origin.  

• Chairs multi-disciplinary case conferences between service users, their families and 
supported agencies, to facilitate the development of realistic goals, tasks, and outcome 
measures.  

• Promotes effective working relationships between families, advocates, community 
agencies, extended family members, and other Regions.  

• Works closely with the multidisciplinary team to interview adults, families, and 
extended family members, other regional staff and relevant service providers for the 
purpose of completing a social history on each service user and update the social history 
on a yearly basis with new information.  
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• Provides support to service users when a serious incident has occurred, or ensure the 
support is provided via community-based services.  

• Works closely with the Territorial Manager, Supported Living, to conduct or coordinate 
investigations in situations where there are complaints of inappropriate behaviour.  

• Ensures that all case management activities and agency reporting on service user 
progress is properly documented in the service user files.  

 
2. Develops and maintains inter-departmental and community partnerships that 

improve services and programs for individuals with complex needs, including 
disabilities, mental health concerns, homelessness, addictions, and poverty. 

• Gathers information about community programs that serve adults with specific complex 
needs and develop collaborative relationships with these agencies.  

• Advocates on behalf of service users with government, community members, businesses 
and non-government organizations to ensure their access to appropriate services, 
including housing, employment, income assistance, and treatment.  

• Participates as NTHSSA, Yellowknife Region's representative on planning committees, 
projects and initiatives targeted to the service user group as required. Committees 
include placement committees, committees directed with the responsibility to address 
homelessness, poverty, and other related social issues affecting the service user target 
group.  

• Identifies alternative approaches or actions to a problem and evaluates potential 
consequences both within and outside the department.  

• Shares information between service users and service providers.  
• Provides information to families, community members and other agencies about 

Supported Living and Adult Services.   
 

3. Uses system navigation, effective coordination, and integrated service 
management to connect individuals with appropriate health and social programs 
within the community. 

• Completes and submits applications for the Indigent Funeral, Burial, and Cremation 
Benefit.  

• Assesses and applies for homelessness benefits on behalf of individuals and/or families 
as required.  

• Assists individuals and families in navigating the broader health and social services 
system in the community, referring individuals to appropriate resources, programs, 
service providers, etc.  

• Works closely with the multidisciplinary team to support continuity of services for adult 
clients with intellectual and physical disabilities, and/or chronic mental health and 
addictions following discharge from hospital.  
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• Supports functions of other social programs, when necessary, such as support to 
continuing care, social work and mental health services within the scope of the case 
manager, supported living and adult services.  

• Provides services and support to community organizations such as homeless shelters, 
community groups and non- government organizations.  

• Provides advice, guidance, and direction to other front line service providers (such as 
Government Service Workers, Patient Advocates) who are supporting individuals 
requiring assistant regarding system navigation and coordination.  
 

4. Performs administrative duties to ensure quality initiatives are met in 
collaboration with the Regional Manager, Mental Health and Addictions Services 
and Territorial Manager, Supported Living.  

• Gathers and records statistical data relevant to case management and program 
operation and requirements.  

• Furthers own education and personal development.  
• Provides appropriate reports as requested.  
• Maintains clear and accurate up to date documentation reflecting ongoing service user 

status in accordance with established documentation standards.  
• Partners with appropriate community resources to develop ways to meet broader 

community needs.  
• Advocates for service users who experience barriers when accessing services related to 

policies and procedures.  
• Attends and participates in Community of Practice meetings with other Case Managers 

and the Territorial Manager, Supported Living. 
• Provides feedback on policy and procedure development and updates. 
• Provides information and data as required for briefing notes, presentations, etc. 

 

WORKING CONDITIONS 

Physical Demands 
No unusual demands 
 
Environmental Conditions 
The Case Manager works in a setting with frequent exposure to clients who may present with a 
range of challenging behaviours, as well as exposure to health and/or accident hazards. May 
also be exposed to unpleasant odours. 
 
Sensory Demands 
In the provision of assessment and integrated case management, the incumbent will use the 
combined sense of sight, touch, smell and hearing. Sensory input will also be required to 
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maintain an awareness of the working environment to prevent potentially disruptive and 
dangerous incidents from occurring. 
 

Mental Demands 
The incumbent will be required to work directly with high-risk service users who may present 
in an agitated state and be affected by multiple, complex social issues, including homelessness, 
poverty, child-protection involvement, criminal justice contact, mental health concerns, 
addictions, and cognitive impairments. The role involves regular interdisciplinary interaction 
and communication with service users who may perceive the incumbent as an authority figure, 
which can result in exposure to verbal aggression or hostility. 
 
The incumbent will also be frequently exposed to sensitive and distressing information related 
to trauma and social dysfunction, which may include disclosures of physical or sexual abuse, 
violence, and experiences of homelessness. This requires sustained emotional resilience, sound 
judgment, and the ability to maintain professionalism in challenging and emotionally charged 
situations. 
 
There may be a threat of physical confrontation from clients as the incumbent will be required 
to provide service to clients who may be intoxicated or under the influence of substances 
and/or dealing with mental health issues. 

 
KNOWLEDGE, SKILLS AND ABILITIES 

• Knowledge of Indigenous history, cultures, and traditions, including awareness of how 
cultural and community contexts influence the delivery of health and social services.  

• Knowledge of case management principles and best practices for supporting individuals 
with disabilities, mental health challenges, addictions, and complex needs.  

• Knowledge of trauma-informed care principles and how to apply them in practice.  
• Knowledge of relevant legislation and standards, including the NWT Continuing Care 

Standards, the NWT Mental Health Act, and the Child and Family Services Act.  
• Knowledge of community resources, service systems, and supports related to adult 

supported living and case management.  
• Knowledge of computer applications and electronic documentation systems, including 

standard office software. 
• Written and oral communication skills, including active listening, observing, 

documenting, and reporting. 
• Interpersonal skills, including the ability to build trust, motivate, coach others, and 

maintain collaborative professional relationships.  
• Organizational and time-management skills, including the ability to prioritize competing 

demands.  
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• Analytical, problem-solving, and decision-making skills to support effective case 
planning and service delivery.  

• Facilitation and presentation skills to support education sessions, meetings, and team 
processes. 

• Written and oral communication skills, including active listening, observing, 
documenting, and reporting.  

• Ability to work respectfully and effectively with people from diverse cultural 
backgrounds, applying principles of cultural safety, inclusion, and trauma-informed 
practice.  

• Ability to interact effectively with individuals with intellectual disabilities, chronic 
mental illness, or complex needs using a person-centred and strengths-based approach.  

• Ability to build and maintain strong partnerships and alliances with internal and 
external stakeholders.  

• Ability to work collaboratively as part of a multidisciplinary team.  
• Ability to consistently model and uphold diversity, inclusion, cultural awareness, and 

sensitivity in the workplace. 
 
Typically, the above qualifications would be attained by: 

A diploma in social services or a related field (social work, nursing or registered psychiatric 
nursing) with four (4) years of directly related experience.  

 

Equivalent combinations of education and experience will be considered. 
 
ADDITIONAL REQUIREMENTS 

Position Security (check one) 

☐  No criminal records check required 

☐ Position of Trust – criminal records check required 

☒ Highly sensitive position – requires verification of identity and a criminal records check 
 

French language (check one if applicable) 

☐ French required (must identify required level below) 
Level required for this Designated Position is: 

ORAL EXPRESSION AND COMPREHENSION 
Basic (B) ☐      Intermediate (I) ☐     Advanced (A) ☐   

READING COMPREHENSION: 
Basic (B) ☐      Intermediate (I) ☐     Advanced (A) ☐     

WRITING SKILLS: 
Basic (B) ☐      Intermediate (I) ☐     Advanced (A) ☐     

☐ French preferred 
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Indigenous language: Select language 

☐ Required 

☐ Preferred  




