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Preface

I did not set out to write a book about disability and elderly care. I set out, as I usually do, to solve an architecture problem: how do you build a Dynamics 365 Customer Service platform that a duty social worker can trust at eleven o'clock at night, when a telecare alarm has gone off in an eighty-four-year-old's flat and nobody yet knows whether it is a false alarm or a fall.

That problem turned out to be unlike most of the case management platforms I had architected before it. In retail or financial services, a dropped case is an inconvenience; a slow integration is a service-level breach; a poor accessibility choice is a compliance gap to be remediated in the next sprint. In community care, the same categories of technical shortcoming translate directly into harm to a person who often cannot advocate for themselves. A safeguarding concern that is not routed to the right queue. A consent record that does not reflect a change in capacity. A telecare integration that drops an event during a network blip. The architecture is the safeguard, or it is the gap through which someone falls.

Europe adds a second layer of difficulty that many platform teams underestimate. A community care platform is not simply a GDPR-compliant CRM. It sits inside a dense set of regulatory and interoperability requirements that includes the European Accessibility Act, EN 301 549, the emerging European Health Data Space, and a patchwork of national social care statutes: WMO in the Netherlands, SGB XI in Germany, the Assessment of Need frameworks used across the HSE in Ireland, and more. Each has its own funding model, its own definition of a "case," and its own expectations about who may see what. An architecture that works cleanly in one member state can be unworkable, or unlawful, in the next.

This book sets down, in one place, the reference architecture, the data model, the integration patterns, the security model, and the governance structures I have found necessary to build a Dynamics 365 Customer Service platform that is genuinely fit for community care delivery in a European context. It is designed from first principles around the people it exists to serve, not assembled from a generic case management template with a few extra fields.

It is written for solution architects, enterprise architects, and technical delivery managers who have been asked to design or modernize such a platform, and for the commissioners, safeguarding leads, and product owners who will hold that architecture to account. I have tried to keep the material practical: every chapter ends with points a working architect can act on, and the reference diagrams throughout are meant to be adapted, not admired.

The title of this book is deliberately literal. It is a blueprint: a starting position for your own design conversations, not a finished building. Community care systems are, in the end, judged one case at a time, by whether the right information reached the right person quickly enough to matter. I hope this book helps you build a platform that does.

Dr. Shubh Chandra Jha
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