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FOREWORD

E ngā iwi, e ngā reo, e ngā karangatanga maha o ngā hau e whā, tēnei te mihi atu ki a 
koutou katoa.

Tēnā anō hoki i ō tātou tini aituā. Haere atu ki a rātou i ahu mai i Te Moana-nui-a-
Kiwa. Haere, haere, haere koutou katoa. Rātou te hunga mate ki a rātou. Tātou te hunga 
ora ki a tātou. Tēnā tātou katoa.

The participants in the Grassroots Voices research have been unstinting in their 
generosity of spirit and in honestly sharing their often painful stories so that we may 
learn from their experiences. This generosity deserves to be reciprocated; some of 
their experiences demonstrate gaps in service provision, in policy frameworks and in 
professional relationships that have impacted negatively on their well being. We must 
respond appropriately to these issues and seek ways of improving at professional, service 
delivery and policy levels so these gaps can be closed.

Fortunately, the Grassroots Voices participants also identify many positives in their 
engagements with Christian and other social service and support agencies. These positive 
experiences, combined with the practical knowledge of the social service professionals 
who also contributed to this research, provide clear examples of what works and what 
can be improved. 

The New Zealand Council of Christian Social Services (NZCCSS) sees this research 
as providing an important guide to developing effective, collaborative partnerships 
between community based social service agencies and government agencies. This research 
demonstrates that successful partnerships can provide excellent results for the well being 
the voice of New Zealand families and communities.

Financial difficulties create the types of stress and tension that can lead to family, 
community and social breakdown. Experience during previous periods of economic 
recession has demonstrated that effective social service delivery can assist in maintaining 
a reasonable level of whānau and community well being. Without this support there is 
a great risk that personal and social chaos will impact on families and most especially 
on children. In this situation the resultant loss in human potential will have a negative 
and intergenerational impact on New Zealand’s economic and social development. 
Government policy that responds positively to the social service needs of our society is 
of paramount importance. 

Christian and other community providers of social services are poised to work 
collaboratively with government agencies to provide solutions to the social malaise that 
arises from economic recession. While we understand the need for financial restraint at 
this time, we believe a pull back on funding and policy commitments to support those 
New Zealanders who will be most affected by this recession would be a false economy. 
The long term social and economic costs of reduced social support will be too high. 

A recent NZCCSS education programme called for individuals, communities and 
government to pull together to seek solutions to social issues. The catch cry for this 
programme is exceedingly relevant in today’s environment - aroha tētahi ki tētahi – let 
us look after each other. 

Mā te Atua e tiaki,
Nakū iti nei, nā

Trevor McGlinchey
Executive Officer



Christian social services and other community based social services provide significant 
interventions to respond to the challenges and needs that families face. These range from 
preventative social work through to support services for families facing severe challenges. 
Support with parenting, both through providing knowledge of child development as well as 
through creating opportunities for community support are examples of early intervention 
and prevention services that are characteristic of Christian community based social work. 

Christian social services also help high need families. The services and social work provided 
are in response to the consequences of poverty, marginalisation and family breakdown, made 
manifest in endemic violence, addictions, neglect and abuse. These issues were prevalent in 
interviews with families who accessed crisis and post crisis support through Christian social 
service agencies.

When families were able to access the right mosaic of support from both government 
agencies and community based services a range of positive outcomes were more likely to be 
achieved. Families were more likely to be able to stay together with healthier relationships. 
Families that had adequate incomes and could afford quality housing were better positioned 
to be good parents because the inherent stresses of poverty diminish parenting capacity.

The key to maintaining strong and healthy families is not solely related to social service 
provision. Social service support for families from Christian agencies was effective because 
it did not focus exclusively on service provision but also attended to the human need for 
compassion, friendship and social connection.

KEY FINDINGS
Effective practice 
Families told us that services were most effective when they were treated respectfully, 
were invited to participate in decision-making, and when the agency had the flexibility 
to respond to their particular circumstances. The provision of services and support was 
viewed by families as most effective when the professionals involved had both a holistic 
understanding of their needs (and strengths) and an understanding of the wider system 
of support. 

The establishment of relationships of trust with agency staff was critical to effective 
practice. A skilled key worker who had extensive networks and could advocate on their 
behalf to access a mosaic of support services was identified as the basis for effective social 
work. The provision of quality social work facilitated access to services and supported the 
changes that families wanted to make.

Providing social services which are responsive to Māori requires organisational 
strategies at operational and governance levels. These include addressing staffing, both 

EXECUTIVE SUMMARY
The	purpose	of	the	Grassroots	Voices	research	was	to	ask	families	about	their	
experiences	in	receiving	family	support	services	from	Christian		
social	services	and	government	agencies	in	nine	locations	throughout	the	
country.	Families	and	social	service	provider	staff	were	asked	to	identify	what	
was	working	well	and	not	so	well	in	the	provision	of		
family	support	services.	Additionally,	information	was	sought	on		
different	types	of	practice	and	suggestions	from	clients	on	how	to		
improve	service	delivery.	The	impact	of	a	limited	number	of	government	
programmes	and	initiatives	for	families	was	also	considered.	

�EXECUTIVE SUMMARY

“I	would	give	up	but	
my	social	worker	
would	drop	in	or	
phone.	She	wouldn’t	
let	me	go.”

(Mother)
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through employing and supporting Māori staff and providing professional development 
for Māori and non-Māori staff to address responsiveness to Māori. In the research, 
examples were given of cultural models of practice and agencies which had developed, or 
are developing a culture of responsiveness to Māori and forms of cultural safety generally. 
Most agencies recognise the importance of strengthening their organisational systems 
relating to te Tiriti o Waitangi and responsiveness of their services to Māori.

This research identified a small number of examples of agency practices and staffing 
arrangements to assist Christian agencies to be responsive to Pacific peoples. The 
frameworks and policies of Christian social services to ensure responsiveness to Pacific 
peoples appear to be relatively undeveloped. Christian agencies need to continue to 
work with Pacific peoples’ communities to identify and implement good practice to 
achieve quality results for these communities. 

More detailed information on effective practice can be found in the analyses of case 
studies in the mosaic chapters 5-7 and in chapter 8.

Poverty and housing
Families who participated in this research described the corrosive effect on their 
families of not having sufficient income to cover basic costs such as food, clothing and 
accommodation, medical and schooling expenses. A lack of income affected their ability 
to participate in cultural and recreational activities leading to a sense of marginalisation. 
Children were especially vulnerable to the impacts of poverty with parents struggling to 
pay schools’ optional fees and activity fees, and cover the costs of participating in sport 
and recreational activities. Some low income families which needed to work multiple 
jobs reported being time-poor, lacking sufficient time with their children due to work 
commitments.

A number of recommendations can be found in chapter 4 on ways to address financial 
hardship and to make housing more affordable. These include recommendations on 
budgeting services, food bank services, benefits through Work and Income and Working 
for Families entitlements.

Key recommendations include lifting main benefit levels, changing the In Work Tax 
Credit to a more broadly available child support tax credit, expanding the stock of New 
Zealand Housing Corporation houses and maintaining the income related rents policy for 
low income HNZC tenant families.

Collaboration 
At the time of this research CYF was involved in the national roll-out of Differential 
Response, a policy that provides MSD with alternative pathways to support families and 
increased community based agency involvement. A number of Christian social services 
have been involved in the testing and partial roll-out of Differential Response. 

The Grassroots Voices research demonstrates the value of the interagency collaboration 
in enabling a mosaic of support services to be wrapped around families. Differential 
Response provides new opportunities for CYF and community organisations to work 
together to utilise their strengths and expertise working with families that have a range 
of needs, from low risk to high risk. Essential to the success of Differential Response 
are professional working relationships between CYF and community organisations and 
adequate resourcing of the mosaic of support services they need. This includes CYF 
support, for example, sufficient resourcing for Whānau Agreements and Family Group 
Conferences as well as sufficient funding for the support services provided by community 
agencies.

Additional funding over a four year period for essential family support services is to be 
delivered via the Pathway to Partnership strategy. The roll-out of Differential Response and 
how it will be coordinated with the Pathway to Partnership strategy to ensure sufficient 

When	agencies	work	
collaboratively	with	
families	positive	
outcomes	are	more	
likely. 

“Food	money’s	slim.		
It’s	petrol	or	food.	It’s	
now	‘none	of	both’	“

(Male	Invalid’s		
beneficiary)

In	addition	to	a	well	
resourced	mosaic	of	
family	support	services	
it	is	critical	to	address	
the	wider	societal		
issues	of	poverty	and	
inadequate	housing.	
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funding for community agency involvement needs to be clearly communicated. A 
collaborative approach is needed to work through the issues associated with contracting 
and funding for community agencies affected by Differential Response. 

Further recommendations on Differential Response can be found at the end of  
chapter 7.

Overarching family support strategy
The stories shared by families in the Grassroots Voices research highlighted the need for 
an overarching framework (Family Support Strategy) to better integrate family support 
services. Integrated services refers to the cross sector collaboration between the Ministries 
of Social Development (MSD), Health, Housing, Education and Justice, and NZ Police. 
It also includes the coordination of government and community based services such as 
parenting, anger management, violence prevention, and addiction treatment. Families 
and agency staff repeatedly told of difficulties in getting the right help when and where 
it was needed and the complexity in navigating systems of governments.

The framework should be articulated using a mosaic of family support services model 
across a continuum of need, extending from early intervention� through to crisis and 
post crisis support. The proposed Family Support Strategy should be accompanied by 
an operational policy and a purchasing framework to guide service development. This 
would help to ensure that families are able to access the mosaic or range of government 
and community based services they need in a timely manner. 

The strategy needs to recognise the importance of preventive work and the significant 
responsibilities across a range of social work undertaken by agencies such as Christian 
social services. The resourcing of this work needs to recognise the full spectrum of support 
services from early intervention to crisis/post crisis support services. In particular, the 
value of investing in preventative work needs to take account of the long term economic 
and social costs of social dysfunction.

Integrated service plans incorporating the Ministries of Social Development�, 
Education, Health, Housing, Justice and Police should be embedded in the Family 
Support Strategy. The work of these government sector agencies have joint impact on 
the well being of children and they need to be held collectively accountable for child 
wellbeing outcomes in their annual agreements to Ministers. 

The proposed Family Support Strategy could build on the cross sector work already 
taking place through the Social Sector Forum of Chief Executives. The Social Outcomes 
Briefing to the Incoming Government stresses the importance of joined-up planning, 
early intervention and the need to invest in vulnerable families caught in a cycle of 
deprivation.

Further information on the family support services framework is given in chapters 5 
and 9.

SUMMARY – VOICES OF FAMILIES
What families said they needed:

Adequate income to provide for themselves and their families, especially the need for 
quality basic food

Ability to earn more than $80 per week before their benefits are abated

Good quality housing that they could afford – many were on HNZC waiting lists

Advocacy to navigate complex government systems and access entitlements

Access to a wide range of locally based family support services (from early 

�	 Early	intervention	in	this	context	applies	to	early	in	the	cycle	of	a	problem	rather	than	an	age	group	such	as	children	aged		
	 under	six	years.
�	 Includes	Child	Youth	and	Family	

An	overarching	
framework	or	Family	
Support	Strategy	
is	needed	to	better	
integrate	family	
support	services	across	
sectors	and	ensure	that	
families	can	access	the	
range	of	services	they	
need	–	spanning	the	
continuum	from	early	
intervention	to	crisis	
support.
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“I	found	it	worked	for	
me	[agency	support]	
because	I	could	relate	
to	them	–	I	could	
actually	talk	to	them.”

(Family	violence		
survivor)

“I	couldn’t	leave	
the	house...my	
social	worker	gave	
me	friendship	and	
support.	All	my	skills	
as	a	woman	had	
disappeared	and	they	
brought	them	back.”

(Mother)

intervention through to post crisis support)

A skilled and reliable key agency worker to provide social work support and to enable 
them to access services 

Gaps in services to be met e.g. affordable counselling

Suitable employment if they are able to work

Better system for the transition from benefits to work

Quality affordable childcare for parents wishing to work

Respect and support for parents who choose to be at home raising children, 
especially when the children are young

Better support systems and activities for teenagers

Friendship and support to overcome loneliness and isolation.

An understanding of their cultural needs and an ability to make 
them feel comfortable

What families said made services effective:
Being treated with respect and being listened to

Developing a relationship of trust with the agency and its staff

Sharing in decision making about what is needed and being kept informed of 
developments

Cultural appropriateness

Advocacy services when dealing with government agencies

Staff having extensive local networks and good relationships with others 
(Government agencies and community based organisations )

Having regular access to the same key person in the agency was important, including 
access out of office hours for crisis situations

Getting the help you need - both quick access to emergency support services and 
longer term support and transition services

Wraparound support services delivered (where possible) by the same agency.

What families said needed improvement:
Family Support Services 
Some families were not able to get the help they needed when they needed it, particu-
larly from government agencies. Reasons for this included: a lack of local provision of 
the service, waiting lists, cost, lack of information on where to go, entitlement restric-
tions, lack of referral follow up and a lack of understanding of complex systems.

CYF 
Families reported more positive experiences with CYF when staff took a more holistic 
and strength based approach. However, many families said that communication with 
CYF could be improved. A number of families felt they were pressured into making 
decisions and were not fully informed of the consequences. A small number perceived 
that they were deliberately misled. 

Work and Income 
While some families were happy with the service they received from Work and Income 
many were not. Issues related to being treated disrespectfully, needing an advocate to 
receive full entitlements and perceptions of poor case management.
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Income and housing 
The vast majority of families needed more income to provide for the basic necessities of 
life. For many, the issue of poverty took precedence over all other issues. Some of the 
suggestions from families for improving incomes included:

Raising earning thresholds for abatement on core benefits and/or raising core benefit 
levels

Increased hardship support through Work and Income

Increasing the minimum wage

Increasing access to Working for Families support for beneficiary families

Increasing the number of HNZC houses and reducing waiting lists

The	most	important	
point	that	families	
made	was	that	the	
income	related	rents	
policy	made	the	
difference	between	
coping	financially	and	
not	coping.

13



Aroha, care, and social justice
Aroha tētahi ki tētahi, Let us take care of each other, communicates the guiding values 
of care and interdependence of the New Zealand Council of Christian Social Services 
(NZCCSS). It expresses care and responsibility in a way that is unique to Aotearoa-New 
Zealand, conveying the world views of tangata whenua/Māori and of those ‘who have 
come later’. These values inform social service responses from Christian social service 
member agencies to those whose life circumstances bring hardship. They convey the idea 
that our own wellbeing is intimately connected to the wellbeing of our neighbour, the 
stranger, and those isolated from networks of support. 

NZCCSS mission
The mission of NZCCSS is to work for a just and compassionate society in Aotearoa-New 
Zealand. In seeking to fulfil this mission Christian social service agencies are committed 
to giving priority to the poor and vulnerable members of our society. A further part of 
the mission of NZCCSS is to acknowledge the importance of Te Tiriti o Waitangi in 
the provision of social services. The six denominations� that make up the membership 
of NZCCSS deliver a wide range of services from approximately five hundred sites 
throughout the country. For further information on NZCCSS see Appendix �.

Grassroots Voices: purpose 
The purpose of Grassroots Voices is to ‘listen to clients of member social services in 
local communities, and hear their views on the family support services they have or 
are receiving from both government and non-government organisations’. Families and 
social service provider staff were asked to identify what is working well and not so well 
in social service provision for families. This involved the identification of needs and gaps 
in services and policies. Information was also sought on different models of practice and 
suggestions from clients on improvements. The impact of government programmes and 
initiatives (such as Working for Families and Differential Response� ) on families was 
taken into consideration. 

The outcomes sought for this research are: 
 • To obtain accurate information on the issues and challenges faced by families in  
  need 
 • To place client experiences, and feedback from providers and communities in  
  context by reviewing existing information on the needs of vulnerable families 
 • To provide information on what services, strategies and systems are working  

�	 Foundation	members	of	the	Council	are:	Anglican	Care	Network,	Baptist	Union	of	New	Zealand,	Catholic	Social	Services,		
	 Methodist	Church	of	New	Zealand,	Presbyterian	Support	New	Zealand	Inc	and	the	Salvation	Army.
�	 Working	for	Families	provides	financial	support	to	low	to	middle	income	working	parents	with	dependent	children.		
	 Differential	Response	is	a	CYF	strategy	that	gives	the	department	a	greater	range	of	options	for	supporting	families	and		
	 more	opportunities	for	the	involvement	of	community	based	agencies.

INTRODUCTION

1�	 CHAPTER	1			INTRODUCTION

CHAPTER

1



  poorly, or not working well for families in need; and 
 • To be a conduit between communities and government on how to improve  
  family support services.

Grassroots Voices is not a comprehensive overview of all the issues facing families and all 
of the responses provided by government and non government agencies. It is intended 
as a ‘snapshot’ of people and their stories behind the statistics. 

The project was commissioned by NZCCSS via the Child and Family Policy Group 
of Council. The membership of this group consists of social workers, academics, social 
service practice managers and provider chief executives. The final shape of the research 
proposal was developed in conjunction with the project’s principal funder the Tindall 
Foundation.

The Grassroots Voices research is to be a source of information for services, the Council 
and government agencies. Results of the research are to provide members with direct and 
relevant information on effective practice, different practice models, to provide some 
review of practice and policy with suggestions for improvements. 

NZCCSS services and Grassroots Voices
Christian social services provide a range of support services to assist families who are 
struggling to cope. Common issues include financial hardship and debt, relationship 
difficulties, violence, addictions, poor housing and health related problems. Many of the 
stories that families shared with us highlight the need to continually advocate for policies 
and services that help to restore healthy families and healthy community relationships. 

In addition to NZCCSS’s role in providing social services (such as social work and 
food-banks) our member agencies often play an important role in helping people to 
overcome social isolation. The vulnerability of being disconnected from natural networks 
of support is one of the key areas that Christian social services seek to address and sits 
alongside the government contracted service provision.

Several times interviewees used the expression ‘it takes a village to raise a child’ 
to emphasise the vital benefits for children of interaction with their communities. 
Highlighted in this study are examples of social services purposefully engaging with 
communities to facilitate relationship building and create community networks for 
formerly isolated individuals and families.

Chapter outlines
Following the introduction in chapter one, chapter two describes the project methodology 
including information on the development of the research project and ethical procedures 
related to working with interview data. Information is also provided on the contribution 
of the participants to the research. A continuum of service provision combined with a 
mosaic of services forms the framework for analysis for this report. The mosaic (or range) 
of services that families need are a mix of government and non government services, and 
as later illustrated, these change as the level or need and complexity of issues increases.

Chapter three briefly examines the wider economic, political and social context, with 
specific reference to the policies that impact on social services. Environmental and policy 
changes that have taken place during and after the research have also been included such 
as legislative amendments, new funding and economic trends.

Chapter four has been dedicated to issues related to poverty and the financial 
support services that families access when experiencing financial stress. These include 
services provided by government agencies (Work and Income, Housing New Zealand 
Corporation and Child Youth and Family) and services provided by non government 
organisations such as food banks and budgeting services. In this chapter the impacts 
of poverty of families is highlighted and relevant government policies explored. A set 
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of recommendations are included in this chapter regarding what needs to be done to 
alleviate financial hardship in families.

Chapters five, six and seven focus on the experiences of families in accessing social 
services across a continuum of need. Chapter five looks at examples of early intervention 
and prevention activities and services commonly provided by Christian social services, 
chapter six takes a closer look at more targeted and tailored responses by member agencies 
to higher need families, and chapter seven looks into the range of support available to 
families during crisis and post crisis periods. Case studies are used throughout these 
chapters to illustrate the mosaic or range of services accessed by families. This chapter 
concludes with a set of recommendations.

Chapter eight draws together some ‘big picture’ issues that are threaded through 
the report and highlights areas of importance for social work practice and policy. 
These include: the Children, Young Persons’ and their Families Act and CYF practice; 
responsiveness to Māori and te Tiriti o Waitangi, and philosophical and ethical issues 
pertaining to Christian social services and social work practice in general. 

Chapter nine, the concluding chapter, provides a summary of the key messages from 
Grassroots Voices research.
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Method
Participants in Grassroots Voices included families using Christian social services and 
agency staff including delivery and management staff. Interviews were carried out with 
agency staff and clients in nine locations between August �007 and July �008. The 
locations included the West Coast of the South Island, Christchurch, Dunedin, East 
Coast of the North Island, Wellington, Auckland, Wairarapa, New Plymouth and 
Rotorua. In the West Coast a non member agency was included in the absence of a 
member agency. The agency provides an essential service supporting families in this 
area.

The Grassroots Voices report provides an overview of services and snapshots of 
experiences rather than a comprehensive investigation into services in each location and 
needs to be considered in this context.

Interviews were held with individuals and with focus groups. Overall there were a 
total of �3� interviews involving �49 participants. �30 clients of social services were 
interviewed as well as 8� social workers and 33 CEOs and managers of social services 
and 4 social service agency volunteers.

A Reference Group, with an advisory and reflective role, was comprised of the CEO 
of NZCCSS, who had a management role in the research, three members of the Child 
and Family Policy Group of NZCCSS, and a Wellington based representative of a 
social service agency. Reference Group meetings were held throughout the course of the 
research. 

Five reviewers who are academic and professional researchers commented on the 
proposal. Several reviewers expressed concern regarding the scope of the proposal and 
warned that it warranted a much larger time-frame and corresponding resources. An 
endeavour has been made to work within the parameters of the proposal, with the time 
frame extended from �� months to �8 months. 

Participants were recruited through member social service agencies, or associate 
agencies that were recommended by member agencies. For example, Māori agencies and 
some parent education providers are in this category. The CEOs who were contacted 
were provided with proposal information. All supported the purposes of the research 
and delegated an agency representative to contact families to explain the research, request 
their participation and co-ordinate with the researcher. All participants provided signed 
informed consent forms and shared their experiences on the basis that their anonymity 
would be maintained.

In requesting interviews an endeavour was made to ensure a balanced representation 
of tangata whenua/Māori� and to analyse the data responsively to issues known to be of 
concern to Māori, generally identified as the disproportionate representation of Māori 
in negative social indices. In the research there has been an endeavour to understand 

�	 The	term	tangata	whenua	(people	of	the	land)	is	often	preferred,	but	was	not	often	used	by	Māori	participants,	so	the	term		
	 Māori	will	be	used	throughout	this	report.	One	kaupapa	Māori	agency	preferred	the	term	‘morehu’	for	them	rather	than	
	 tangata	whenua.
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issues for Māori and engage with Māori who are receiving social services and with Māori 
service providers to ensure that the voices of Māori are heard and reflected in the study. 

As an indication of Māori participation of the total number of �3� clients interviewed, 
47 indicated Māori identity. Eighty two social workers were interviewed and �7 indicated 
Māori identity; Thirty three social service CEOs and Managers were interviewed and 7 
were Māori, including 3 from Kaupapa Māori agencies. 

Pacific families contributed to the research and expressed issues arising from marginal 
situations and poverty in New Zealand and being estranged from home countries. Pacific 
Island social workers and advisors in Christian social service agencies often had the 
task of mediating the world of Pacific Island cultural values and the secular and liberal 
culture of New Zealand. Social workers who respect the cultural responsibilities and the 
collective ethos of Pacific families provide remarkably enabling strategies for people to 
manage these responsibilities while meeting the requirements of life in New Zealand. 
Four Pacific Island social workers participated, one of whom is a senior advisor in a 
Christian social service agency, and four Pacific participants were interviewed. 

For the purposes of this report we have adopted a broad and inclusive definition of 
family similar to that adopted by the Families Commission. This includes groups of 
people who are related by marriage, blood or adoption, extended families, two or more 
people living together as a family and whānau or other culturally recognised groups.

Analysis
The interviews were transcribed and a thematic analysis of the material was undertaken 
using an inductive method (Thomas �006). The principal researcher and two members 
of the Reference Group identified themes and agreed on the priority areas for data 
analysis. 

On review of the data collected, it was initially decided that a ‘continuum of social 
service’ framework could be used for the presentation of the material. The concept of 
a continuum, from early intervention through to intensive social work and then crisis 
and post-crisis interventions, has been used by members to explain the different levels 
of social work need and service provision. However a continuum does not adequately 
convey the complexity of needs and services that may be accessed by families at any time. 
For this purpose, a mosaic has been adopted as a more fitting image to represent the 
range of social work responses to needs in families. The mosaic chapters (5-7) work with 
both concepts to convey key issues arising from the Grassroots Voices research. 

The research provides snapshots into the needs of families and communities and 
issues for social services, and the analysis is intended to illustrate the relationship 
between policy and political influence on social services, institutions, communities, and 
individuals and families. This reflects a relational approach which shows how all layers 
are interconnected. The mosaic is intended to show links between the experiences of 
families receiving social services, social service provision, and social policy. This research 
report provides a conduit for these to inform social policy. 

The Grassroots Voices project seeks to locate families at the centre of the research 
and places their experiences with Christian social services in the context of multiple 
environments. Privilege is given to the voices of clients in the data, and amplified by 
the experiences and insights of Christian social service staff (social workers, managers 
and CEOs). Participant experiences of engaging with Child Youth and Family (CYF), 
and Work and Income, and their experiences in accessing financial support through 
Working for Families were also included in the Grassroots Voices interviews. 

Wherever possible, quotations have been used to highlight trends and themes that 
were observed by the researcher. One-off comments of relevance to a specific situation 
have not been used when it could be misconstrued as an issue expressed by multiple 
interviewees. 



No real names have been used in this research.

Research limitations 
This is a qualitative rather than a quantitative research project. The research informants 
are a selection of voices who shared their experiences with the researcher.

There were very few participants with disabilities and this area is not investigated. 
Neither does this research include services to older persons with the exception of issues 
related to the experiences of grandparents raising grandchildren.

Very few children were interviewed, so this is not a child centred study. The 
identification of the needs and interests of children is largely derived from information 
given by parents and by agency staff observations.

A limited number of interviews were undertaken with Pacific families. Specific issues 
related to the provision of social services for immigrant communities are not included 
in this study. 

Families were interviewed face-to-face only once. In a few cases follow-up information 
was sought via telephone. 

The research is intended to reflect a snapshot of the issues for families at the time 
of interviewing. Relevant developments subsequent to interviews that help to address 
issues raised have been included in the report where possible. 
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The aim of this chapter is to examine the impact of macro level environmental factors 
(such as government policies) on the type of assistance that both government agencies 
and community based agencies provide to families. It is important to be aware of the 
environmental factors (such as the state of the economy) that impact directly on families 
and either constrain or enhance the delivery of social services. 

Christian social service agencies throughout the country are approached on a daily 
basis by individuals and families looking for advice and practical support. Ultimately 
the type of services they receive may be from a range of community based organisations 
and government agencies depending on the complexity of their circumstances and the 
type of services available within their locality. The mosaic of services accessed by families 
is highlighted throughout the forthcoming chapters. 

In order to give depth to the stories that families shared about their experiences with 
social services the context was considered on several levels. Firstly by recognising the 
wider context within which children and families interact; secondly by being aware of 
the changing nature of the environment particularly at a macro policy level; and thirdly 
by exploring the dynamics of effective practice in terms of the continuum of support. 

Government policy
Policies are developed by governments to address priority issues. The Labour led 
government was in office for three consecutive terms making it easier to track the 
implementation of high level policy goals in policy and practice. For example, in �00� 
the government produced the first Social Report and in �004 produced Opportunities 
For All New Zealanders – a high level document that outlines the government social 
development strategy in response to the issues identified in the Social Report. The 
‘Opportunities’ report had two overarching social policy goals; improving the well being 
of New Zealanders and reducing disadvantage – goals of relevance to NZCCSS and to 
families who are seeking support through Christian social service agencies.

Also important was the goal of ‘investing in child and youth development’ outlined 
in the �003 Sustainable Development for New Zealand Programme of Action�. This policy 
identified that further investment in children and youth was necessary to reduce child 
poverty, address issues of neglect and abuse, support families and improve the health and 
education outcomes for children and youth. Poor child and youth outcomes (such as poverty 
and youth crime) were seen as an impediment to sustainable economic development and 
considerable investment and policy has been made by government to rectify this. The latest 
CYF Briefing to the Incoming Government stresses the importance of improving support 
for New Zealand’s vulnerable families and tilting the balance of investment towards 
prevention and early intervention rather than statutory intervention.
Policies to improve the wellbeing of New Zealanders

�	 The	four	other	goal	areas	were:	quality	and	allocation	of	freshwater,	energy,	sustainable	cities,	and	measuring	progress	and		
	 updating	the	programme	of	action.
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The choices governments make do make a difference 	
(Fair	Go	for	All	Children	Report	2008)
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The introduction of Working for Families (WFF) in �004 is the main policy to meet 
the goal of improving material living standards for families with children. The package 
is made up of an In-Work Tax Credit, Family Tax Credit, Childcare Subsidy and the 
increases to the Accommodation Supplement. WFF has had a profound impact on the 
financial situation of many, but not all, New Zealand families. This was reflected in 
the stories families shared with us in this research and is covered in the next chapter 
on income poverty. However beneficiary families not in the labour force, the most 
impoverished of all families, have been excluded from the In-Work Tax Credit�. Many 
of the beneficiary families interviewed for this project were under tremendous financial 
stress, stress that could have been lessened if the eligibility criteria for the In-Work Tax 
Credit were widened to include them. 

Importantly, the Human Rights Review Tribunal3 recently decided that the In Work 
Tax Credit is both discriminatory against the children of beneficiaries and causes real 
and substantive disadvantage. However, they also concluded that the discrimination was 
justified because “the practical benefits to society were sufficient to outweigh the damage 
done to the right to freedom from discrimination on the grounds of employment”.4 

The design of the WFF package reflected the Labour led government’s belief that 
“work in paid employment offers the best opportunity for people and their families 
to achieve social and economic well-being.”5 It underpins the Working New Zealand: 
Work Focused Support policy and has been inserted into the principles of the recently 
amended Social Security Act �007. 

Many families included in this research were dependent on a main benefit such as the 
Unemployment Benefit, Sickness or Invalid’s Benefit or the Domestic Purposes Benefit. 
It is noteworthy that core benefit levels have never fully recovered from the cuts in �99�. 
For example, a person dependent on the unemployment benefit receives less than 30% 
of net average wages.6 

In the current economic climate, NZCCSS would be concerned if the poverty 
experienced by beneficiaries is not addressed. NZCCSS believes that the explicit, work-
focussed orientation of much of the social assistance system (including the recently 
introduced Working New Zealand policy), means that beneficiaries are treated as less 
deserving by default. While paid work does play a key role in poverty alleviation, the 
children of families who are unable to work should not be forced to suffer the many 
negative effects of poverty.

Policies and programmes to support families 
A raft of early intervention initiatives and parent support initiatives have been 
implemented to support families – the second outcome in the Opportunities report. A 
number of Christian social service agencies have contracts with MSD and CYF as a result 
of the additional investment in early years activities or for programmes and activities 
with children at risk. Examples include Family Start, Strategies for Kids Information for 
Parents (SKIP), Social Workers in Schools (SWIS), Parents as First Teachers (PAFT) and 
Out of School Care and Recreation (OSCAR).

Te Rito is New Zealand’s guiding strategy for the reduction of family violence. A 
growing number of Christian member agencies work with victims and perpetrators 
of violence. Increasing recognition of the seriousness of domestic violence has lead to 
a wide range of activities to address this, and an attempt to coordinate it all. Family 
violence was raised as a pervasive issue for many families interviewed for this research. 
Several comments were made by families regarding their awareness of the It’s Not OK 

�	 For	more	information	see	Receipt of the Working for Families Package: 2007 Update –	Joint	Evaluation	IRD	and	MSD	or	the	NZCCSS		
	 Summary	of	this	Evaluation.
�	 Legal	case	between	the	Child	Poverty	Action	Group	and	the	Attorney	General,	�6	December	�008:7�
�	 Ibid:�0�
�	 Working	NZ:	Work	Focused	Support	Fact	Sheet	MSD	Press	Release	�6	October	�006
6	 Press	release,	We’re	all	in	this	together,	Louise	Humpage,	9	April	�008
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Despite	nearly	a	
decade	of	economic	
buoyancy	from	1999	
to	2008,	this	prosperity	
has	not	been	evenly	
shared.

campaign. An attitudinal shift by agency staff was also noted: 
Family violence was something people had to be proactively pursuing to put on the 
agenda at any meeting, whereas now it’s on the agenda before you arrive. (Social 
Worker In Schools)

The �0-free hours ECE policy is an example of how government policy is trying to 
improve education outcomes for young children, another outcome being sought in the 
Opportunities Report. Positive comments have been made by families regarding this 
policy although frustration was also expressed regarding the difficulty in accessing places 
in early childhood centres. 

Free health care for children aged under six years is an example of a government policy 
to assist in improving children’s health outcomes.

Economic context
Economic disparities also form an important part of the New Zealand context for 
families. Despite nearly a decade of economic buoyancy from �999 to �008, this 
prosperity has not been evenly shared. There are a myriad of research reports to support 
this finding. Between �98� and �000 New Zealand had the fastest growing income gap 
in the OECD. The �007 Social Report showed that for the poorest �0% of the New 
Zealanders, hardship increased between �000 and �004 and this was particularly acute 
for Māori and Pacific peoples.7

The most recent Social Report showed that for the period �004 – �007 a number of 
indicators reflected a narrowing in income disparity.8 Regrettably this reversal is unlikely 
to be sustained as international economic conditions have since entered into significant 
decline. 

The importance of the state of the economy for families cannot be understated. As the 
Child Poverty Action Group explains:

the burden of the income disparity that now exists in New Zealand has fallen 
disproportionately on children, particularly children in sole parent households. 
Despite a significant redistribution to working low and middle income families since 
2004, child  poverty in New Zealand remains among the highest in the OECD.�

Care and protection policies
The legislation that requires CYF to provide care and protection for those children at 
risk of abuse or neglect and to address youth offending is the Children Young Persons 
and their Families Act (�989). This legislation allows for the removal of abused and or 
neglected children and young people from the care of their parents and families into the 
care of the State. 

For a number of families interviewed in Grassroots Voices their pre-eminent issue was 
the traumatic experience of the removal of a child or children into the guardianship of 
the State. The principle of the paramount safety of the child is enshrined in the Act and 
social workers are designated with the statutory responsibility to remove children from 
harm. Some of the practice tensions identified by Christian agency staff regarding their 
care and protection work with families and their engagement with CYF social workers 
are discussed in chapter eight.
It is worth briefly mentioning Judge Brown’s Ministerial Review of CYF in �000�0, the 
Care and Protection Blueprint �003 and the �003 Baseline Review of CYF because they 

7	 Cited	in	Look	and	Look	Again:	Poverty	in	an	Affluent	Society,	Caritas	Social	Justice	Series	No.��,	�008
8	 The	Gini	coefficient	fell	from	��.�	in	�00�	to	��.7	in	�007,	similarly	the	80:�0	ratio	fell	from	�.7�	to	�.�7,	the	first	fall	since	
	 the	late	�980s
9	 Child	Poverty	Action	Group	Briefing	to	the	Incoming	Government,	December	�008:�-�
�0	 Care	and	Protection	is	About	Adult	Behaviour	–	Ministerial	Review	of	CYF,	December	�000
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have contributed to reshaping the care and protection sector and youth justice work. 
Care and protection work is now better funded, notification backlogs have been reduced 
and more generic family support work (such as contracts for budgeting services) are 
contracted by MSD rather than CYF, leaving CYF to concentrate on core services.

POLICY CHANGES DURING AND AFTER RESEARCH

During the period this research was undertaken, that is the period in which families 
receiving social services and agency staff were interviewed (August �007 until July �008) a 
number of policy developments took place that need to be acknowledged. These changes 
are important because they contribute to ameliorating, to varying degrees, issues raised 
by families who participated in this research. Mention is also made of policy changes in 
the immediate post interview period for the same reason.

Pathway to Partnership
In the May �008 Budget the Labour-led government announced an additional $446.5 
million over four years for the Pathway to Partnership strategy. This funding will go to 
community groups contracted to deliver essential social services for vulnerable families, 
children and young people. It is hoped that this injection of new money into the 
sector will help to address many of the resource related concerns voiced by both CEO’s 
and social workers interviewed for this research. The historical underfunding of the 
community social services sector is well-known and the Pathway to Partnership funding 
announcement was well received in the sector. Question marks remain over whether the 
National government will wish to reshape this policy, the logistics of implementation 
of Pathway to Partnership (in its current shape) and the future of family support social 
services that are not deemed essential.�� 

Differential Response & external pathways
In the �005/06 financial year the government invested $�.�m�� to develop and test 
a Differential Response Model for care and protection work. In essence Differential 
Response seeks to provide a greater range of responses to families who are notified to CYF 
regarding care and protection issues and provides more opportunities for community 
agency involvement. In the test sites after CYF received a notification, they would 
undertake preliminary assessment to determine the most appropriate course of action. 
Responses included investigations by CYF social workers, child and family assessments, 
referrals to other agencies (government and community), other actions (under s.7(�) 
of the Children, Young Persons and their Families Act), and a no further action (NFA) 
decision. Child and Family Assessments could be undertaken by approved community 
agencies.

During �007/08 changes were made to the Differential Responses Model and to 
the practice tools that support it as a result of feedback from the test sites and from 
an evaluation. Phased implementation of the revised Differential Response took 
place at twelve concept sites plus the original test sites from July �008. The internal 
pathways, which include a revised child and family assessment, were introduced first. 
Implementation of the external pathways began from September �008. This has two 
referral points.
CYF’s Call Centre staff can refer families for service coordination when they have been 
assessed as having high needs but where the risk of harm is low, and where there are 

��	 Worrisome	also	is	the	retrenchment	in	funding	available	through	philanthropic	trusts,	many	of	which	have	lost	value	off	their		
	 investments.	This	is	likely	to	hit	the	smaller	community	organisations	reliant	on	non	government	sources	of	funding	the			
	 hardest.
��	 Child,	Youth	and	Family	–	Differential	Response	Model	Test,	MSD	Factsheet	Budget	�00�
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a number of agencies already working with the family. These families are referred to 
the Strengthening Families coordinator who uses the Strengthening Families process to 
coordinate and keep track of services.

Families who require further on-site assessment of safety and needs by CYF social 
workers can be referred to the Differential Response coordinator, a specialised position 
within each CYF site. The Differential Response coordinator’s role is to work with 
the key community organisations and the Strengthening Families coordinator to link 
families to the services they need and recognises that many of the families are already 
receiving community based services.

One community organisation or agency case manages the delivery of services and 
provides feedback to CYF to confirm that the family have engaged and the types of 
services being delivered. It is matter of concern that family consent for this level of 
reporting back to CYF is not required. However, community organisations will be 
required to obtain family consent to share information when they engage with the 
families. Also of concern is the lack of new funding to support this work (the volume of 
which is as yet unknown) as community organisations are expected to absorb this work 
through their existing NDOE�3 contracts and the increase in funding that will be rolled 
out through Pathway to Partnership.

 Under the revised Differential Response it appears that most community organisation 
engagement will be with families assessed by CYF as being of low level risk. The 
involvement of approved community organisations in Family and Child Assessments is 
now much lower than previously understood. 

The revised Differential Response is very new and it is unclear what the changes will 
mean for community organisations and more importantly the impact of changes on 
children and their families. Differential Response has the potential to overload community 
organisations if referrals are substantial and if service NDOE volumes are not increased. 
The workload for community organisations under Differential Response appears high 
in comparison to a direct community referral, as community organisations are expected 
to attend fortnightly meetings with CYF and there are new reporting requirements. 
However, community organisation involvement with Differential Response is currently 
voluntary. Community organisations do note that not being involved may have a negative 
strategic and business impact as CYF make future funding decisions.

Children Young Person’s and their Families Amendment (No 6) Bill
In August �008 the Social Services Select Committee reported back to government 
on the Children Young Persons and their Families Amendment (No 6) Bill. The Bill 
sought to do a number of things including changing the definition of young people to 
include �7 year olds, providing more options to deal with youth offending, improving 
Family Group Conference processes and enabling CYF to refer families to approved 
community organisations for child and family assessments (also referred to as Differential 
Response). 

Legislative changes such as these will impact on the practices of social workers and 
the families they work with. Some of the new clauses will directly address shortcomings 
that families identified in this research regarding the Family Group Conference process, 
such as insufficient notice of a Family Group Conference or lack of information on who 
was attending and why.

This Bill was introduced by the Labour led government and it is unclear whether the 
Bill will become an Act in its current form (that is, with the recommendations from the 
Social Services Select Committee). At the select committee stage National, NZ First and 
Act were opposed to parts of the Bill including the clauses to increase the upper age from 

��	 Non-Departmental	Output	Expense	–	funding	for	services	that	the	government	buys	in	lieu	of	direct	service	provision,	for		
	 example	from	community	and	voluntary	organisations.
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�7 years to �8 years. The Bill will need to be reinstated by a resolution of the House 
before its Second Reading can take place.

Working for Families (WFF)
WFF has undoubtedly been helpful in relieving financial stress for some families 
particularly those with at least one person in employment. According to MSD figures 
working families on average are $64�4 per week better off since WFF was introduced 
in �004 and beneficiary families are $38 per week better off�5. The last phase of the 
implementation of WFF took place in April �007 therefore no changes took place 
during the actual period that interviews were carried out. 

However the scheduled 5% inflation adjustment to WFF was brought forward from 
April �009 to October �008. Valued at over $�.�b over four years�6 this money will 
slightly ease the financial pressure on families, particularly when combined with personal 
tax cuts. 

Personal tax cuts and the Independent Earner Rebate
The first raft of tax cuts proposed by the Labour led government took effect on � October 
�008 and have put a small amount of extra money, between $�� and $�8 per week, in 
the pockets of wage and salary earners and superannuitants. A National led government 
has since been elected and made a commitment to an on-going programme of personal 
tax cuts to be phased in on � April �009, � April �0�0 and � April �0��. The National 
government anticipates that its tax programme will generate an extra $47 per week for a 
person on the average wage once fully rolled out.�7

 Additionally, National plans to introduce an Independent Earner Rebate. To be 
eligible people need to earn at least $�4,000 per annum and not be receiving a benefit, 
WFF payment or NZ Superannuation. The rebate is worth $�0 per week from � April 
�009 and $�5 per week from � April �0�0.

Tax cuts will not help families receiving benefits because benefit levels are set at a net 
rate (after tax)�8. Most low income families will be ineligible for the independent earner 
rebate because they will be receiving other forms of support e.g. Working for Families 
Tax Credits or the Accommodation Supplement.

Cost of living increases
Unfortunately these policy changes have taken place in a time of economic recession, 
a recession that was starting to impact on family budgets during the latter half of the 
research period. The Consumers Price Index (CPI) increased 3.4% from the December 
�007 quarter to the December �008 quarter.�9 Families were reporting significant 
pressure in terms of the cost of food (up by 9.�%)�0, petrol (up by �9%)�� and retail 
electricity having increased nearly 50% since �00�.�� With the notable exception of 
petrol prices (that have dropped significantly), many of the financial gains from the 
policy changes mentioned above are being overshadowed by macro-economic conditions 
that are driving up the cost of living.

Minimum wage
The Labour-led government has increased the minimum wage nine times between �999 

��	 Pockets	of	significant	hardship	and	poverty,	Centre	for	Social	Research	and	Evaluation,	MSD,	June	�007:6
��	 The	Rebuilding	of	Hope:	address	to	Political	Leaders	Forum,	�8th	General	Synod,	speech	notes,	Ruth	Dyson,	��	May	�008
�6	 Budget	�008	Personal	Tax	Package	Fact	Sheet	on	tax	relief	for	individual	and	families
�7	 �008	Personal	Tax:	Responsible	Reform	To	Encourage	Kiwis	to	get	ahead,	Press	Release,	��	October	�008
�8	 NZ	Superannuation	is	set	at	gross	rate	(rather	than	net)	so	tax	cuts	will	be	of	benefit	to	superannuitants.
�9	 Statistics	New	Zealand	website,	note	the	CPI	peaked	at	�.�%	in	the	September	�008	quarter,	dropping	by	�.�%	by	the		 	
	 December	quarter	due	largely	to	declines	in	petrol	costs.
�0	 For	the	year	ending	December	�008,	Statistics	New	Zealand
��	 �9%	increase	between	Feb	�008	and	June	�008	Petrol	Facts	http://img.scoop.co.nz/media/pdfs/0808/petrolfacts.pdf
��	 Kiwis	Struggle	to	pay	power	bills,	www.stuff.co.nz/print��09��0a�0.htlm	�May	�008
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Increases	in	Special	
Needs	Grants	will	do	
little	to	address	the	
more	serious	problem	
of	inadequate	benefit	
levels.

and � April �008 increasing the adult minimum wage by a total of$5 per hour to $�� 
per hour.�3 Unfortunately there is no legislative requirement for the minimum wage to 
keep increasing. It is hoped that the National government will recognise the importance 
of continuing to increase the minimum wage.

Special Needs Grant
In terms of easing the financial hardship of low income families the government 
announcement in June �008 that the limit on the Special Needs Grant for food would 
double annually is most welcome, as is the increase in the ‘other emergency’ category 
from $�00 to $500 per year effective from 4 August �008. As this announcement took 
place at the end of the research and was yet to take effect, no reference is made to it in 
the body of the report. For families, the opportunity to access more funding to meet 
food costs will be helpful (in the short term) if the application process is simple and 
carried out in good faith, that is, if people are given their full entitlements and treated 
respectfully. Increases in Special Needs Grants will do little to address the more serious 
problem of inadequate benefit levels.

Benefit earnings abatement
In October �008 Labour announced that if elected it would be lifting the amount 
beneficiaries can earn before benefits are abated. The earnings threshold was to rise from 
$80 per week to $�00 per week on � April �0�0, and increase to $��0 on � April �0��, 
and rise again to $�40 on � April �0��. A National government has subsequently been 
elected. They have also supported a lifting of the amount beneficiaries can earn before 
abatement from $80 per week to $�00 per week. However, their policy is confined to a 
one-off adjustment. 

 A number of people interviewed for Grassroots Voices recommended that the benefit 
abatement regime needed to be eased. Whilst the announcements by both Labour 
and National are welcome both policies are at the modest end of the scale and there is 
no immediate relief on the horizon. Both the Child Poverty Action Group and Rural 
Women New Zealand have called for significantly greater increases.

Unsupported Child’s Benefit and Orphan’s Benefit
The Labour led government announced in May �008�4 that it would be increasing the 
Unsupported Child’s Benefit and Orphan’s Benefit to match the Fostercare Allowance, 
taking effect from � April �009. This increase, if implemented by the National government, 
will be greatly appreciated by the many grandparents and extended whānau looking after 
children and young people. Financial hardship was a theme raised by a grandparents 
raising grandchildren group interviewed for this research and the inequities in financial 
support were keenly felt. 

Benefit policies under a National led government
Both the Labour and National Parties share a philosophy that paid work is the best route 
out of poverty and to independence.

Although the critical issue of benefit level inadequacy is unlikely to be addressed by the 
National government, NZCCSS is encouraged that the current government has made 
a commitment to enshrine Consumer Price Index adjustments to benefit payments in 
legislation so they increase with each year in line with inflation. They have also agreed, 
as mentioned above, to allow beneficiaries to earn up to $�00 per week (rather than the 
current $80) before their benefits are abated. This means they will also be helped by tax 
cuts on the additional earnings – albeit a minimal amount. These changes are helpful.

��	 Minimum	wage	changes,	8	April	�008,	Hansard
��	 Speech	notes	for	Ruth	Dyson	to	the	NZ	Family	and	Fostercare	Federation	��	July	�008
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More worrying is the conditionality on benefits that National will be introducing. 
This includes part time work obligations of �5 hours per week for DPB recipients with 
children aged over six years and those receiving Sickness or Invalids Benefits who are 
assessed as being able to work part time. If work obligations are not met graduated 
benefit reductions are to be introduced. Long term beneficiaries will also be subject to 
closer scrutiny. All people on the unemployment benefit for twelve months will need to 
reapply and undergo a comprehensive work assessment.

NZCCSS is concerned that the new policies will have a detrimental impact on already 
stressed families who are dependent on benefits, due to the lack of availability of paid 
work, care responsibilities, health issues and other barriers to employment.

THE MOSAIC OF SOCIAL SERVICES & THE ROLE OF PROFESSIONALS

The families that Christian social services work with seek help for a wide range of issues. 
Sometimes the agency is able to provide the support directly, sometimes additional help 
is sought from others – other community based organisations or government agencies. In 
the absence of an overarching framework for the delivery of family support services, the 
experiences of families in successfully accessing the help they needed often depended on the 
local knowledge, networks and relationships that their agency worker had developed. If the 
agency worker had a good understanding of the mosaic of support they could tap into and 
good working relationships with other professionals in the sector, then the outcomes tended 
to be better for families. Put another way, in the course of this research it became apparent 
that the provision of services and supports was viewed by families as most effective when the 
professionals involved with the family had both a holistic understanding of their needs (and 
strengths) and an understanding of the wider system of support.

The outcomes for families were also more likely to be favourable when the professionals 
they were in contact with, whether they were employed by government or community 
agencies, had a good understanding of each others’ roles and what they could collectively 
offer in support, to keep families together and safe.

Community based social workers are in a better position to build up relationships 
of trust with families compared with their CYF counterparts because they do not have 
the statutory power to remove children. Non-statutory social workers often have lower 
caseloads, less staff turnover, more stable working environments and are not scrutinised 
by the media to the same degree as CYF social workers. Community based social workers 
are more likely to be viewed by families as part of the community and are therefore 
perceived as less threatening. 

The uplifting of children into the guardianship of the state is necessary and unavoidable 
at times in order to keep children safe from abuse or neglect. Preventing families from 
reaching this point is more likely to occur if CYF and community based social workers 
appreciate each others’ role and contribution. Open and trustful relationships between 
professionals can lead to better outcomes for families. If supportive interventions are 
put in place early, this can prevent stressed families entering into crisis and putting their 
children at risk of harm.

Some of the families interviewed in this study gave examples of collaborative and/or 
interagency practices between professionals and how this worked well for them. The 
discussion of the Nikau Centre in chapter six is an example of an interagency model 
to keep young people engaged in education. The value of collaborative approaches to 
supporting families is also discussed in chapter eight.

There were occasions where families shared distressing stories with the researcher. This 
was the case when parents had experienced the uplifting of their children into the care 
of CYF. It is acknowledged that their accounts will reflect the emotional trauma that 
they experienced. For the purposes of this research their accounts were recorded without 
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amendment and no attempt was made to verify details from CYF staff on particular 
cases. The role of the researcher was to listen carefully to what families shared with us 
and draw out the observations from families on what could have been done better.

In the next chapter we explore the issue of financial hardship, the impact of this on 
families, the services they accessed for relief and what they found helpful or unhelpful. 
Chapter four has been dedicated to poverty issues because families identified this as a 
critical issue for them. In chapter 4 the range of supports available to families in financial 
distress are described (such as WFF assistance, Work and Income payments, food parcels, 
budgeting advice and financial services) and their efficacy explored.

If	supportive	
interventions	are	put	
in	place	early,	this	
can	prevent	stressed	
families	entering	into	
crisis	and	putting	
their	children	at	risk	of	
harm.



CHAPTER

4
Most of the families interviewed for Grassroots Voices were on low incomes and identified 
insufficient income as the most significant issue for them. Sources of low income varied, 
with some families dependent on main benefits, some working in low paid jobs, or 
a combination of benefits and part time work. Incomes for many were boosted by 
components of the WFF package, although not all participants could identify exactly 
what they were receiving due to the complexity of WFF and the benefit system.

Income poverty was keenly felt in the area of rising food costs, fuel costs, the cost of 
amenities such as power, and housing costs. A lack of income to cover basic living expenses 
caused a great deal of anxiety and impinged on the ability of families to participate 
and enjoy the ordinary social activities that better-off families take for granted. It also 
made it more difficult to access health care and to participate in education. Poverty was 
identified as a high stressor on family relationships. The impact of long term poverty in 
particular puts huge stress on marriages and partnerships and makes it more difficult to 
parent well.

A large volume of information was collected during the course of this research. 
However, because many of these issues raised by families have been highlighted in other 
recent publications on poverty�, only a selection of issues are presented here. 

Cost of food 
Many families expressed alarm at the rising cost of food and the impact of this on family 
nutrition:

Food’s the biggest [concern]. Not being able to give your children milk.

Meat and fish prices at the supermarket mean the non-healthy options are cheaper.

We often have cheese sandwiches so the kids can eat.

Some families felt powerless in the face of price increases and were concerned about how 
to manage the family budget:

It’s very expensive now to feed children, it’s getting more expensive all the time, and 
you don’t have any control over costs. You just pay what you have to. Some weeks we 
go without a lot of stuff [food]…we live within a very tight budget (parent)

We struggle – formula costs me fifty dollars a week, and then there’s nappies, wipes 
– you know, all the other things that go with having a baby. And then you’ve got to 
start thinking about feeding yourself somewhere down the line (single father)

Cost of housing
The cost of housing has risen dramatically since �00� with the median house price 
increasing by �0�% between �00� and peak prices in November �007.� A lack of 
affordable housing and increasing rental prices has meant a growing demand for long 
term rentals. The Department for Building and Housing cites analyst predictions of a 
continued rise in the cost of renting over the next five years. The Department is concerned 

�	 Examples	include:	Look	and	Look	Again	(Caritas),	Left	Behind	(Child	Poverty	Action	Group),	A	Fair	Go	for	All	Children	(Office		
	 of	the	Children’s	Commissioner	&	Barnardos)
�	 Briefing	for	the	Minister	of	Housing,	Department	of	Building	and	Housing,	November	�008:�0

IMPACTS OF POVERTY
There’s a shame in being poor that is deep and damaging…It’s easy to say  
support is there, but dealing with agencies that have that role is not easy, it’s so 
humiliating for people	(social	worker)
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that this will put considerable stress on some low income families, will increase the 
demand for the Accommodation Supplement” and put greater pressure on waiting lists 
for State housing.3 

According to the Social Report �008, 33% of low income households spent more than 
a third of their income on housing costs in �007, double the �988 figure. For families 
we spoke with, the cost of housing was a critical issue, as reflected in the following 
comment:

I get $560 a week; $300 goes in rent ... My mum paid the power bill for the  
last two months.

For those families in Housing New Zealand Corporation (HNZC) Houses, the income 
related rents policy, which caps their rent at no more than �5% of their income, has 
made the difference between coping financially or being in dire financial straits. For one 
single parent on the DPB the income related rent policy on her HNZC house meant 
that she paid $84 per week in rent. She estimated that similar accommodation in a 
private rental would cost in excess of $�50 per week. With three children to support 
paying a private rental would be “financial doom” for her.

Another DPB recipient living in a HNZC house reported that income related rent 
was the key to managing – but only just. After paying approximately $80 a week in rent, 
all other expenses had to be met with the remaining $�4�. He could no longer afford to 
keep his car and was struggling to afford to heat his home.

For other families, household income was supplemented by boarders. Several women 
interviewed for this research expressed great reluctance at the suggestion that they take 
in a boarder for reasons of personal safety. Two of the women were escaping domestic 
violence.

I took someone in to help pay my rent but he was on acid and drugs and that put 
my children at risk. And what sort of role models are these? When you don’t have 
enough to pay the rent sometimes you have to do things you wouldn’t normally do. 

Cost of recreational activities
A lack of money has affected the ability of parents on low incomes to provide recreational 
activities for children, typified by the following comment:

There’s no money to pay for activities, to join a sports team or anything like that, 
then there’s the petrol to go to the games and to the training.

A lack of money also impacted on the family’s ability to do ordinary things like going to 
the movies or taking family holidays:

It’s the grind, the continual grind…On my budget no way can we have holidays.

Other cost of living issues
In addition to the high cost of food and housing for people on low incomes, families 
identified other financial stressors. These included the high cost of petrol, school fees, 
childcare and health costs, and the cost of managing debt. The following quotes are 
illustrative of challenges families regularly face:

It’s either the doctors or food (parent)

Last year I didn’t pay my school donation – because it’s a donation – actually I didn’t 
pay my stationery levy either (parent)

Our needs are exponentially high because I have a chronically ill child. I used to be a 
high earner and now we’re nearly destitute (single mother of a child diagnosed with 
an illness eight years ago)

�	 Ibid:�9



Views of living on a low income – benefits and low wage work
Many of the families interviewed were dependent on a main benefit. Some families were 
outspoken about benefit levels not being enough while others expressed gratitude for 
what they receive but admitted that it was difficult to make ends meet:

Food money’s slim. It’s petrol or food. Now it’s none of both (male beneficiary)

The lack of reality from the people who decide how much money we should have is 
very, very, sad. If they actually came and lived in my house for a week, they might 
– I’m at my wits end (single mother)

The views expressed by families were often reiterated by the professionals working to 
support families – social workers, support workers and teachers:

Personally I haven’t seen people without financial stress (social worker)

In a word, I think our families are stressed – and I think a lot of it is financial stress. 
If…you gave families enough to live on…then I don’t think the social services would 
be involved with families to the same degree that I think they are being involved 
(social worker)

Impact of low incomes on quality of life
Families were very aware to the affects of poverty on their quality of life. Parents in 
particular constantly worried about the impact of poor quality housing on the health of 
their children, with reports of recurrent respiratory problems exacerbated by cold and 
damp living conditions. Un-insulated, or poorly insulated houses, were difficult and 
costly to heat. Many houses were draughty, lacked adequate curtains, and provided poor 
or no sources of heating. Families were sometimes living in overcrowded conditions 
leading to both hygiene and privacy issues. Several social workers and teachers reported 
that families who could not afford school shoes or lunches sometimes kept their children 
at home. 

There’s no bath, no fire, it collects mould, the roof leaks, that’s why we’re not in the 
lounge, and we’re in the kitchen. The only heater is a gas heater. I’ve been scrubbing 
mould off my walls for ages (mother)

We’ve got photos of the mould to show Housing New Zealand [Corporation]. 
Mould – I love Exit Mould. My daughter’s had left side lung infection, been put on 
puffers. She gets colds (mother)

I went to three houses last week and in three houses children were not at school 
because there was no food for their lunchbox (social worker)

We offer food parcels to families as well as free breakfasts, and I would shudder to 
think at times how many kids come to school underfed (principal)

FINANCIAL ASSISTANCE AVAILABLE TO PEOPLE ON LOW INCOMES

This section briefly describes the main sources of financial assistance available to people 
on low incomes. There are a number of responses from government departments and 
community based organisations to support families experiencing financial stress. At the 
government level many families are supported via components of the WFF package, 
many also receive assistance via Work and Income in the form of main benefits and 
supplementary grants. HNZC assists families through the provision of affordable 
housing and CYF provides financial support for families fostering children. Christian 
social services and other NGOs help families through advocacy work with government 
agencies and through budget advisory services and foodbanks. A brief description of 
each is provided below, followed by a selection of family perspectives on the effectiveness 
of the income support they received.
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Financial assistance via Working for Families (WFF)
WFF is a macro policy instrument for financial redistribution as part of the work 
focussed social policy framework. With the emphasis on paid employment as a way 
out of poverty, families receiving WFF appreciated improved incomes which make the 
difference between ‘surviving and not surviving’. 

The government describes WFF, introduced in �004 as “a package designed to make it 
easier to work and raise a family. It is about ensuring family incomes are adequate, that 
being in work pays, and that our social support system encourages people into work. Its 
main focus is on reducing poverty and improving labour market participation by low 
and middle income families with children”.4 

The WFF package of assistance has had a significant impact on raising the incomes 
of many families. Government figures show that approximately 75% or three out of 
four families with children receive Family Tax Credits and the total value of the WFF is 
$�.6b.5

Many of the participants in this research were receiving financial support via WFF. 
Components of WFF include the Accommodation Supplement, Childcare Assistance, 
and Tax Credits (Family Tax Credits and the In Work Tax Credit). Receipt of support 
is dependent on meeting eligibility criteria. For example, people dependent on main 
benefits tend to be ineligible for the In Work Tax Credit because they do not work the 
necessary number of hours required.

Most people in this study who identified receiving WFF were in marginal financial 
positions, even with both adults working in a combination of full time and part time 
work. Beneficiaries did not generally identify benefiting from WFF. 

Families and professionals views of WFF
The main issues that emerged from discussions on WFF revolved around the pressure on 
women to work, lack of availability of quality childcare, and the need for multiple jobs 
to make ends meet. 

At two parenting discussion groups there were lively debates about the Labour led 
government’s Working NZ policy and WFF. Support was expressed for policies which 
encourage women into work, with the proviso that this should be balanced with valuing 
the role of mothers, which should be financially remunerated. Some families felt that 
WFF gave them the option of staying home but this was only the case for families in 
which the single earner was bringing in enough income to support the household.

Women and work
I really love what the government is doing to empower women to be able to work 
but I’m really concerned that the value upon women who want to be at home with 
their children is not being put first.

If we were paid as much as we would be paid to go out to work, and given the right 
tools to do it, [this would show recognition of] the value of looking after children, 
and our value as mothers for children. If we could empower ourselves, without that 
pressure to broaden our horizons, without compromising the needs of the children, 
because they come first. When you value mothers you value families. 

We get Working for Families. We are better off. We’d find it really difficult without it. 
I don’t feel pressured to go to work with that coming in. It certainly pays the grocery 
bill and a couple of other things… It’s a lot when you think about it. 

A number of families identified the cost of daycare as a barrier to paid employment. 
Policies to remove this barrier such as the WFF childcare subsidies and the �0- Free 

�	 Working	for	Families	–	Q	&	As,	Press	Release	NZ	Govt,	��	April	�008
�	 WFF	�nd	Synthesis	Report	for	the	Tax	Year	Ending	��st	March	�007,	Joint	Evaluation	MSD	and	IRD



hours scheme had reduced but not eliminated this:
I can’t afford daycare at the moment. The scheme that’s run through the government 
– they have to be three or four [years old] to get the 20 [free] hours (mother of three 
– youngest aged one)

There is pressure to go to work. How are you going to care for children and go to 
work? (young mother whose children are too young for 20- free hours)

Juggling multiple jobs and insufficient income, extended whānau support
A young woman in a parenting group described how WFF wasn’t enough despite living 
in a HNZC house and sharing three jobs between herself and her husband.

My husband has two jobs. And I’m working… I’ve been to services for help but we 
earn too much. [Even though] we’re in a Housing New Zealand house and we pay 
less than 30% of our income in rent, after food and petrol, and after the bills are 
paid we don’t have enough. 

Some of the financial pressure for this young family came from their responsibilities 
for extended whānau. There is no policy that covers the increased financial demands of 
having three additional children living with them for three nights every week. 

Taking responsibility for extended whānau and the financial burden that come with 
it, was not an uncommon issue. It was noted in interviews with Pacific families, Māori 
families and by grandparents looking after grandchildren. Many of the grandparents in a 
support group were unaware of the financial supports available to them via either Work 
and Income or CYF.

Financial assistance via Work and Income 
Some of the families interviewed were dependent on a main benefit to support themselves 
and their families. The most common benefits were Unemployment, Sickness and 
Invalid’s and the Domestic Purposes Benefit. Also mentioned were the lesser-known 
Unsupported Child and Orphan’s Benefit and Fostercare Allowance, the latter of which 
is paid by CYF. Some of the grandparents interviewed in the Grandparents Raising 
Grandchildren support group were reliant on New Zealand Superannuation.

Additional financial support from Work and Income was sought on occasions of 
financial crisis. A number of families shared their experiences in applying for Special 
Needs Grants. At the time of the Grassroots Voices interviews the Special Needs Grant 
policy generally allowed families to apply for up to $550 per annum, dependent on 
family size, for food grants.6 Special Needs Grants in the ‘other emergency category’ were 
limited to a $�00per annum. You do not need to be a beneficiary in order to apply for 
a Special Needs Grant.

Work and Income are able to provide ‘hardship assistance’ to people “who have 
insufficient income and assets to meet the costs of living from their own resources”7. 
Hardship assistance is available to both low income working people and beneficiaries 
who meet the criteria. The assistance can be a one off lump sum (which sometimes needs 
to be paid back) or an ongoing payment. Traditionally the ongoing payment was via the 
Special Benefit but this was replaced in �006 with the much more restrictive Temporary 
Additional Support payment.

Work and Income provide a range of supplementary benefits. These include Training 
Incentive Allowances, Disability Allowances, Child Disability Allowances, Unsupported 
Child’s Benefits and Orphan’s Benefits. Some of these were occasionally mentioned by 
families. The Unsupported Child’s Benefit was discussed by the Grandparents Raising 
Grandchildren support group. 

6	 An	‘exceptional	circumstances’	provision	allows	discretion	to	exceed	these	‘limits’	however	case	managers	need	approval		
	 from	their	site	manager	to	do	this.
7	 The	Statistical	Report	for	the	year	to	June	�007:�9,	MSD
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The most common forms of supplementary benefit that families we interviewed 
received were the Accommodation Supplement and Family Tax Credits via WFF. It is 
worth noting the MSD identified in its Pockets of Significant Hardship and Poverty 
Report of June �008 that the Accommodation Supplement was insufficient to lift 
beneficiaries (with no additional income) out of poverty once housing costs were paid.

Families and professionals views of financial assistance provided by Work and In-
come
The families involved in this research were keen to share their experiences of engaging 
with Work and Income. Whilst some reported good relationships with their case manager 
and generally helpful advice and support, this was not the experience of others. For those 
unhappy with Work and Income their complaints centred on three issues: benefit levels 
being inadequate to meet the cost of living, not being told of entitlements by staff and 
being treated disrespectfully. The following selection of comments reflects the range of 
experiences and opinions that were expressed by families and workers.

Positive comments:
We are so lucky in this country to have the benefit (invalids beneficiary)

I get on well with my case manager at WINZ. She is great and supportive 
(unemployment beneficiary)

 I had to go to a seminar which they ran at the WINZ office, and they gave you all 
the information in an information pack on what was available to get you back into 
the workforce. There were a lot of things there that I didn’t realise I was entitled to 
(caregiver with irregular hours who sometimes needs a benefit) 

We have a fabulous WINZ worker. She’s very good with our people –with alcohol, 
and drugs. She understands the disease. She knows if it takes thirty-two years to walk 
into a forest you don’t come out in two (social worker) 

 They do have a nice mix of ethnicities working within WINZ. If I compare WINZ 
of today with WINZ of twenty years ago, it’s a whole different ball game, totally 
different (social worker)

They do try hard and there are some really good case managers and there are some 
good service managers. I mean, [name of service manager] down here is very good. I 
just need to call her or email her and she always replies straight away. It’s good to get 
to know case managers and for them to get to know you and what you’re doing. And 
they actually quite like you coming with their clients... because they know that when 
somebody comes in with somebody like me their client is going to feel a lot calmer 
and supported. And it just makes the interview go a lot smoother.

Benefit levels
We see people who can’t budget any more out of their benefit. Because of the axing 
of the Special Benefit there’s no longer the discretion. Temporary Additional Support 
is very hard to get and it’s reviewed very tightly (community educator)

The thing that will make a difference to poverty is an injection of money into benefit 
dependent households… and the minimum wage needs to go up (social service CEO 
from an urban centre)

Pressure to work
You have the yearly meeting with them [Work and Income] and now they’re pushing 
me into full time work… and I’ve basically put my foot down and said, ‘look, I’m 
going to be there before and after school for my children while they need me (single 
parent working part-time)



WINZ tried to pressure me to get a job, and I said this is my job [looking after my 
children] (mother whose children had been abused by their father in the process or 
rebuilding her life)

Problems with full entitlement and the need for advocacy
We didn’t know about the Unsupported Child Benefit until he [grandson] was about 
nine months old and I went down to the Work and Income office and made an 
appointment…and I was put over the coals…treated I felt really badly…I ended up 
crying in the middle of this office (grandparent applying for the Unsupported Child 
Benefit to support grandson escaping domestic violence)

Going to WINZ is horrible, I hate going in there, it’s like you’re looked at like a 
number. You’re just a number. I rarely go in there… No, they don’t [tell you what 
you’re entitled to], they never have. It’s only when you go in with somebody, then 
they tell you what you’ve got, but if you go in by yourself they won’t let you know 
what you’re entitled to (mother of six recently on a benefit)

…they’re [Work and Income] generally quite happy to help you if you take a social 
worker in there – and generally I know a lot of the things that I’m generally entitled 
to – it’s just making sure that WINZ realises that I know what I am entitled to 
(single mother of two who suffers from depression)

Disrespectful treatment
I do find WINZ a challenge at times. I’ve even gone in there with a CYF social 
worker and they gave her the run-around, she was horrified with the treatment that 
we got (single parent of a large family)

I was actually quite amazed yesterday at the attitude [of Work and Income staff]…
great deal of hostility…’what do you want this time?’ was the greeting (observation 
by a volunteer mentor accompanying a single mother at a Work and Income 
appointment)

We haven’t been back to WINZ since they said we’d worn out our welcome 
(beneficiary couple who have been declared bankrupt)

Rigid policies and poor case management
One mother expressed frustration at the lack of understanding in Work and Income 
policies and rules of what it is like to have absolutely no money:

But there’s certain things that WINZ does, like, yes, they’ll help you with school 
shoes, but you’ve got to go and buy them first and give them a receipt and they’ll 
reimburse you I don’t have the money! I need the money to go and buy the school 
shoes, if I had the money to buy the school shoes I wouldn’t bother going in and 
asking for it back.8

In a parenting group a young mother made the following comment about the lack of 
understanding of the pressures that she was under and the bureaucratic expectations of 
Work and Income:

Once I was having a breakdown and needed to get bus tickets for my child for while 
I was away. And WINZ want you to go and get all these bits of paper. How the hell 
can you do that? 

It was also important for some families to let us know of the stress they experienced in 
the transition from a benefit into employment. These families perceived that their stress 
was exacerbated by inflexible and unrealistic Work and Income procedures and poor case 
management, as illustrated in the following example:

8	 WINZ	has	subsequently	advised	that	this	is	not	the	process,	however,	this	was	not	understood	by	the	client.
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A mother of a fifteen month old child informed Work and Income that she was about 
to start a temporary part-time contract. There would be a delay in the full hours of the 
contract work, meaning that there would not be enough pay to cover rent and food for 
three weeks. Within two hours she found that her benefit had been cut. She was asked 
whether she tried to speak to her case manager:

My case manager has changed again, for the third time. They work on a system of 
appointments only. I’m trying to get to work, and that is hard enough with having to 
get my daughter to a caregiver. I don’t have a car, how am I going to get to a WINZ 
appointment as well as get to work? Do they want me to work or don’t they? 

Staff changes and lack of case worker knowledge
A number of comments were also made at a grandparents group regarding the frequent 
changes in case managers, lack of specialist knowledge regarding financial assistance for 
grandparents caring for grandchildren and disrespectful treatment:

And the stress they put you through because, they sort of, just... they haven’t got 
anyone in there to deal with this age group doing this. And if you go back the next 
week, you don’t see the same person – a new case manager (grandmother)

There’s no accountability. Part of the problem with Income Support [Work 
and Income] is there are just one or two people, or one person who deals with 
grandparents and knows what’s going on and sometimes with them there’s so many 
things [that they are responding to] they don’t know what the hell is going on 
(grandfather)

Poverty traps
Some beneficiary families experienced poverty traps. This occurs when the effective 
marginal tax rate on additional earnings over a certain threshold are so high that it’s not 
worth working additional hours. For example a person dependent on the unemployment 
benefit is only allowed to earn up to eighty dollars per week. Their benefit then abates 
or reduces at the rate of 70 cents in every dollar earned over the threshold, as illustrated 
in the following example:

My hours of work vary…I was over the threshold for WINZ and they were actually 
taking 70 cents of the dollar off me, so as the circumstances with my clients changed, 
I’ve just not taken on any more clients cause to me, it’s just not worth working 
(beneficiary working part-time as a caregiver).

A manager of a food bank commented ‘Why don’t they let beneficiaries earn $�00 a 
week instead of $80? That would make a big difference to a social welfare person.’9 

Integrated Service Response
It is worth also briefly mentioning a new approach by Work and Income as it has the 
potential to overcome some of the difficulties that vulnerable families face. Known as 
an Integrated Service Response, integrated service coordinators offer family focused case 
management for a number of ‘at risk’ families throughout the country. The coordinator 
connects families to a range of government and non government services with a strong 
focus on interagency coordination. Although no families interviewed for Grassroots 
Voices were involved in an Integrated Service Response, positive comments were made 
by a number of agency staff regarding this initiative. 

Senior social workers in some agencies identified the introduction of the Integrated 
Service Response through Work and Income as a positive change that contributed to 
ensuring that families were receiving their full entitlements:

We have here a integrated services representative for WINZ who takes the tough 

9	 As	mentioned	earlier	the	National	government	is	changing	the	abatement	policy	to	enable	this	to	happen.



cases – she’s a WINZ representative who goes to the family home and she will sit 
down with them and check out what entitlements they have and what they might 
be entitled to and she’s user friendly – whereas going into the service can be very un-
user friendly. So that was a really positive experience – to go with this family who are 
constantly stepping backwards (senior social worker). 

The Integrated Service Response has been recently expanded from the original nine 
communities to include an additional 44 communities enrolling approximately 600 
families.

Financial assistance via Child Youth and Family (CYF)
CYF provides a Fostercare Allowance for caregivers who take a child or young person 
into their care. The Fostercare allowance covers board, personal items and pocket money 
and varies according to the age of the child. Assistance is also available to cover additional 
costs such as clothing, birthday and Christmas presents and the reimbursement of some 
medical and educational expenses. One family interviewed through Grassroots Voices 
were CYF caregivers and a number of families commented on issues they were aware of 
regarding caregiving. The issue of Fostercare Allowances was raised by the Grandparents 
Raising Grandchildren support group in the context of the disparity between the 
Fostercare Allowance and the Unsupported Child’s Benefit available through Work and 
Income, with the latter being worth significantly less. As one grandparent expressed:

We are all in the same boat and should be treated equally.

This discrepancy is to be partially addressed. The Labour government announced in May 
�008 that as of � April �009 the Unsupported Child’s Benefit and Orphan’s Benefit rates 
are to be raised to match the Fostercare Allowance weekly rates. According to the then 
Minister this change will benefit about 7000 caregivers who care for �0,000 children.�0 
There is no indication that the new government intends to change this policy. However a 
disparity issue still remains as CYF caregivers will be able to access funding for additional 
costs (as described above), an avenue that will not be available to those receiving the 
Unsupported Child’s or Orphan’s Benefit.

Financial assistance via Housing New Zealand Corporation (HNZC)
HNZC is the single largest landlord in New Zealand and manages 68,000 properties 
throughout the country. It provides affordable rental housing to families on low incomes 
who meet the income related rents policy eligibility criteria. This policy means that 
people whose income is below a certain level pay no more that �5% of their income 
on rent. This policy covers the “difference between the rent you pay, and the market 
rent (which is what you would pay for a similar house in a similar area if renting from a 
private landlord)”��. The income related rents policy costs the government approximately 
$500m per annum.�� People eligible for a HNZC home are placed on waiting lists which 
are categorised from priority A to priority D with A being those people with the most 
severe need. Allocation is based on need rather than the length of time spent on a waiting 
list. As at 30 November �008 the waiting list stood at �0,�09.

The cost of accommodation was crippling for low income families who were living in 
private rentals and paying market level rents. It was not uncommon for families to be 
committing up to half of their income on rent. The sample of views from families on the 
cost of housing and the impact of income related rents have been canvassed earlier. The 
most important point that families made was the income related rents policy made the 
difference between coping financially or not coping.

�0	 Speech	by	Ruth	Dyson	to	the	NZ	Family	and	Fostercare	Federation	��	July	�008
��	 HNZC	website
��	 Briefing	for	the	Minister	of	Housing,	Department	of	Building	and	Housing,	November	�008:��
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to	ensure	full	benefit	
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organise	debt	and	loan	
repayments.

A number of low income families were paying market rents whilst on HNZC waiting 
lists to access more affordable housing and expressed frustration at the shortage of houses 
available. Families reported a range of satisfaction levels with the quality, location and 
maintenance support provided by HNZC. Where upgrades had taken place such as 
heating installation and insulation, families were appreciative of the difference it made. 
Some families were still waiting for their homes to be upgraded.

The upgrading of HNZC houses will be assisted by the additional $53.4m secured 
by the Green Party in Budget �008. If this policy commitment is maintained by the 
current National government the funding will be used over the next five years to make 
State houses warmer, drier and more energy efficient.�3 The Department of Building and 
Housing has recently indicated to the Minister of Housing that $�.4 billion of capital 
expenditure is needed “to bring the current stock [of State houses] to a ‘decent’ standard 
over the next ten years”.�4 

Financial support: budget advisory services
Many families had either sought or been directed towards budget advice services. Budget 
advice services are delivered by different organisations in different ways. Families may be 
engaged with budget advice through Work and Income case managers, through budget 
advice centres affiliated with the New Zealand Federation of Family Budgeting Services 
and through locally developed programmes delivered by social service agencies. The type 
of support varied from simple spreadsheet exercises to more comprehensive financial 
planning involving the whole family for up to six months. Families appreciated budgeting 
support not only to help manage the demands on their incomes but also the access to 
advocacy to ensure full benefit entitlement and to organise debt and loan repayments. 
It was not just beneficiaries who came for budget advice, but also students, seasonal 
workers and increasing numbers of middle income families with large mortgages. 

Families and agencies views on budget advisory services
Some of the elements of budget advisory services that parents found very helpful 
included: support that was tailored to the families needs, incorporating children in the 
responsibility for financial management, and services that were longer term in nature 
and comprehensive. Comprehensive financial support involved practical assistance with 
housing (e.g. finding affordable furniture), strategies for dealing with the cost of school 
activities as well as benefit advocacy and debt management strategies. As one budget 
advisor told us the assessment of the family’s needs starts with:

What do you need us to do for you? What can we do for you?” And invariably it’s 
going with them to Work and Income, going with them to fill out forms at Housing  
Corp, or interceding on their behalf with landlords.

We would approach a school and say ‘look they can’t afford school fees, they can’t 
afford uniforms and things like that’, and the schools do have programmes and 
discretionary funds that they can use to help out families like this particular one.

A young woman struggling with depression was assisted by her Family Start Worker to 
access budget advice. This also opened the door to other services she needed:

She’s my budget advisor and I go in and we write up a budget, and she’s quite 
helpful. She’ll come to the Court …so that I’m not paying as much on my fines so I 
can afford day-care. [The budget advisor] helps me deal with, say, companies I owe 
money to and that sort of stuff.

The cultural sensitivity of budget advisory services was identified as important if the 

��	 Greens	win	over	a	$�00	million	for	environment	and	community,	Press	Release,	Jeanette	Fitzsimons	��	May	�008
��	 Briefing	for	the	Minister	of	Housing,	Department	of	Building	and	Housing,	November	�008:��



service was to be effective:
What I’ve had to learn, as far as money’s concerned, is that [Pacific people] always 
give money to their family. So you incorporate that in all their budgets. ...so I try 
to say to them, “how much can we actually build in here for you to give to your 
family?” So that they don’t cut them off completely but that it’s an affordable 
amount, so that we’ve got a budget that works.

One Christian social services agency interviewed for Grassroots Voices had a church 
bank available to people on their budgeting course that assisted them to pay bills: 

Our [Church] Bank will help people if they go into budgeting and if they’ve got 
debts up to about $3000 or $4000, our budgeter can suggest they be given a loan. 
The money’s not given to people that would blow it …So you’ve got to screen them 
to a certain extent to make sure that money comes back into the [Church] Bank kitty 
in the long run. And so what happens is we might pay their bills off and put them 
into a lump sum so they’ve got enough money to live on plus pay the [Church] Bank 
back and there’s no interest applied to that. 

Budgeting programmes that involved children were seen as one way of making budgeting 
more effective – giving children a say and some ownership of the process. It also builds 
intergenerational financial literacy:

Our programme is called Budgeting and Financial Parenting – it’s a two-part 
programme. The first part deals with how you put a budget together and then if 
you’re talking finance, why are you not teaching your children about finance?

Both social service agency staff and families acknowledged that for some people budget 
advice is an insufficient response to inadequate income:

And we’ve gone to budgeting and there just isn’t any more money. He’s working 
– she can’t work because of her health. There’s two teenage boys and just not enough 
money to go around – it’s not as though they’re got the flash TV and HP’s all over 
town. They’re just not getting enough income.

Efficacy was compromised if the advisor did not follow up with appointments quickly 
or if poor advice was given. For example one couple were advised to declare bankruptcy 
for three years and later found out that their debt was small enough for a one year 
declaration. This had affected their ability to borrow to study and their subsequent 
employment opportunities. 

Financial assistance in the form of food parcels
Many Christian social services provide food bank services throughout New Zealand. 
Within the NZCCSS network �35 agencies had a food bank. The Salvation Army is 
our membership’s largest provider with 37 food banks and assisted an estimated 5000 
households or �5,000 people in �007�5

NZCCSS research into food bank trends in the last three months for �007 show 
that thousands of people still need the help of food banks to feed themselves and their 
families. The findings from the Snapshot Comparative Analysis of Food bank Use report 
correspond with stories that families shared with us through Grassroots Voices.

It was not uncommon for families to have approached or been referred to a community 
based food bank to access a food parcel. This was almost always the case when families 
had exhausted their Special Need Grant’s for food from Work and Income. Whilst Work 
and Income has an ‘exceptional circumstances’ policy enabling it to allow further food 

��	 Poverty	Indicators	Project:	A	Snapshot	Comparative	Analysis	of	Food	Bank	Use,	NZCCSS,	August	�008:�
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Nobody	enjoys	having	
to	ask	for	food	so	
the	way	in	which	the	
service	is	provided	and	
the	sensitivity	of	staff	
is	critical.

grants, this did not appear to be widely known by either agency staff or families.
Interviews with food bank managers confirm that most food banks limit parcels and 

have eligibility criteria. Restrictions were seen as necessary to avoid families becoming 
dependent on food parcels and because of limited resources. Nobody enjoys having to 
ask for food so the way in which the service is provided and the sensitivity of staff is 
critical. In some cases the food bank service was integrated with a range of other services 
delivered by the agency. 

Families and professionals views of using food banks
People who approached food banks spoke of feeling desperate and ashamed of having to 
resort to this form of emergency assistance. Many were aware of the limit on the number 
of parcels they were entitled to and only used the food bank as a last resort. 

I have used the food bank. You don’t want to use it too often because they limit the 
number you can get (couple with two children)

A food parcel was identified by families and agencies as an effective way to offset costs 
so that urgent bills could be paid. Many families were also pleased to receive support for 
other issues to help them manage.

The Salvation Army Food Bank helps me out there. If it wasn’t for [social worker] 
and the people down at the Mission (Salvation Army) I don’t know where I would 
be. But they’ve helped keep me afloat in more ways than financially too. They’ve 
helped put me back together ‘cos with my story I was extremely broken (single 
parent)

People that I actually work with …we more or less come to an arrangement with 
them …I will say to them, “okay, we’ll give you a food parcel for the next four to six 
weeks, each week,” which isn’t the norm, “so you can save your food money and pay 
your power bill,’ (social worker) 

For many families accessing food parcels was closely interlinked with receiving budgeting 
advice.

We have criteria: you come to us twice in any one year, and if you come more than 
that you need to get into a budgeting programme to sort your finances. You don’t 
have to do it with us but you’ve got to be in a budgeting programme (food bank 
worker)

One food bank provider referred to communication links in the church network to 
ensure that families don’t approach multiple services for food parcels:

We’ve got a pretty strict regime with our churches of knowing who’s what and what’s 
who. I just have to ring so and so “oh you mean so and so”, so we kind of work 
between them. So I’ll say to them, “well I’ve just rung such and such and someone by 
your name has just been there. Well, they’ve given you stuff so we can’t.

Food parcels are at best a short term solution for people who find themselves in financial 
crisis. Many Christian social service providers of food bank services maintain that 
families are more effectively supported out of crisis when additional support services 
are wrapped around them. The testimonials from families bear this out. There are some 
innovative responses from agencies to support families; interest free loans from church 
banks and intergenerational financial budgeting to name just two. In all cases, the need 
to be treated respectfully was underlined by families:

When you walk into this place it’s just calming, warm and friendly and inviting... We 
are given support and are not judged. And that’s important (reflection from a woman 
attending a budgeting course and a number of other programmes)



HOW HELPFUL ARE SERVICES THAT PROVIDE FINANCIAL SUPPORT? FAMILY 
PERSPECTIVES

In the preceding sections a range of support services to help families experiencing 
financial problems have been described. It includes support from Work and Income and 
services provided by community based social service organisations. From these accounts 
we have been able to identify some of the practices that families felt worked well for 
them. We have also taken note of what didn’t work so well and used this information to 
inform our recommendations on how to improve the effectiveness of services for families 
under financial stress.

Working for Families - what works and what doesn’t 
The additional money that many families received through components of the Working 
for Families package was gratefully received and viewed as very helpful in making ends 
meet. The assistance provided by Working for Families was particularly useful for families 
which had at least one person in full time employment and if that employment was 
stable and reasonably paid. For some two parent families Working for Families provided 
sufficient income to enable one parent to stay at home and look after their children if 
they chose to do so. 

For those with insecure work, variable hours and on the minimum wage, Working for 
Families was more difficult. Families found it difficult when they were juggling several 
part-time jobs and when they were not able to predict how much work they would get 
and therefore what income they would earn. This sometimes resulted in overpayment of 
WFF and consequently increased debt levels for struggling families. It was also difficult 
to maintain work/life balance with some families struggling to spend time together.

Most beneficiary families are not entitled to the In Work Tax Credit and therefore 
received less financial support than their working counterparts. Entitlement to childcare 
subsidies is also minimal for beneficiary families (maximum nine hours per week).

Life continues to be a financial struggle, particularly for beneficiary parents, even with 
the other components of the Working for Families package, particularly if paying market 
rents.

People generally knew how much money they were receiving from Working for 
Families but were less clear about how this was calculated, that is, what parts of the 
package they were receiving. 

The work focussed policy behind the Working for Families package was seen by some 
as failing to recognise the value of unpaid work, particularly the role of parents caring 
for children.

Additionally, it was difficult for families to access any financial support for extended 
kin responsibilities.

Working for Families – recommendations
Accommodation	Supplement
 • the level of the Accommodation Supplement needs to be raised to ensure people 
  on low incomes (beneficiaries and wage earners) are not committing more than  
  �5% of their income to meet their housing costs. 

Childcare	assistance
Despite the childcare subsidies available through Working for Families, the cost of 
childcare was clearly a barrier still for a number of families in this research, particularly 
for families with children aged under three.�6 Some families also reported problems 
accessing places in early childhood centres. 

�6	 Many	families	were	receiving	�0	hours	Free	ECE	for	three	and	four	year	olds.
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Beneficiary	incomes	
are	insufficient	to	cover	
the	costs	of	raising	
children

 • childcare needs to be made more affordable through increasing the childcare  
  subsidy via Working for Families, particularly for parents with children aged  
  under three years who are currently ineligible for the �0-Free Hours ECE  
  scheme.

Tax	credits
Tax credits form the largest part of the Working for Families package and constitute 
approximately 70% of the total value of the WFF package. Tax Credits include both the 
Family Tax Credit and the In Work Tax Credit. The former is available to most families 
with dependent children, the latter is only available to working couples with children 
who work at least 30 hours per week or single parents who work a minimum of �0 hours 
per week. 

Beneficiary incomes are insufficient to cover the costs of raising children. This had 
been confirmed by the beneficiary families interviewed for this project. NZCCSS 
recommends that the
 • In Work Tax Credit be changed to a more broadly available child support tax  
  credit that includes beneficiary families with dependent children.

Work and Income – what works and what doesn’t
Benefit levels were universally seen as too low by both agency workers and families.

Many social service agency staff saw the replacement of the Special Benefit with the 
more rigid Temporary Additional Support as closing the door on the only avenue left in 
which case managers could use discretion. Ultimately this had lead to financial hardship 
for high need families.

Many families shared their stories of asking for financial help from Work and Income. 
For those who were happy with the service they received from Work and Income they 
attributed this largely to the good relationship they had developed with their case manager. 
When they felt that their case manager listened to their individual circumstances, was 
knowledgeable of entitlements and had a respectful attitude, families’ experiences in 
accessing financial support were generally positive.�7 Unfortunately many families did 
not view their experiences so positively.

There were a range of things that families disliked about approaching Work and 
Income for help. It was difficult to get help when case managers continually changed, 
were inexperienced, and when attitudes were impersonal, apathetic, or even hostile. 

The benefit system is complex and most people need help navigating the system. 
Without a trustful relationship with Work and Income staff, families perceived, rightly 
or wrongly, that they are being denied their entitlements. The use of external advocates 
was often identified as critical to getting full and correct entitlements.

Whilst no families interviewed for this research were directly involved in Work and 
Income’s Integrated Service Response, NZCCSS supports the approach in principle. 
The Integrated Service Response offers holistic wraparound support and coordinated 
responses from a range of agencies led by a key person, an approach which aligns with 
the best practice suggestions shared by families.

Work and Income – recommendations
Income	adequacy
 • lift net benefit levels so they are equal to 60% of median household disposable  
  income after housing costs – to ensure that all families can afford to cover the  
  basic cost of living
 • raise the thresholds for abatement on main benefits to more realistic levels�8 

�7	 It	is	unclear	if	positive	experiences	were	translated	into	receiving	full	and	correct	entitlements.
�8	 For	example	CPAG	recommends	that	the	abatement	on	Domestic	Purposes	Benefit	should	be	raised	from	$80	per	week	to		
	 $��0	per	week.	Rural	Women	NZ	has	lobbied	for	the	earnings	threshold	on	the	Unemployment	Benefit	to	be	lifted	from		



 • abolish Temporary Additional Support and bring back the Special Benefit  
  enabling Work and Income case managers to be more responsive when assessing  
  individual and family circumstances�9 
 • trial the use of financial incentives (rather than disincentives) to reward  
  beneficiaries for participating in part-time employment, training and skill  
  development. For example replace graduated benefit reductions for non- 
  compliance with graduated benefit increases on completion of compliance  
  requirements.

Agency–client	relationships
Many families were dissatisfied with the negative and unhelpful attitudes of some Work 
and Income case managers in some sites. It is clear that when good relationships between 
clients and staff have been developed their interactions with Work and Income were 
more positive. NZCCSS recommends that Work and Income:
 • provide adequate training to case managers to ensure they are well informed of  
  hardship/supplementary assistance
 • ensures that all staff have the skills to communicate effectively with a wide  
  range of people to assess their particular circumstances – training to improve  
  cultural sensitivity should be included
 • promotes a wider culture shift within the organisation to one of genuine  
  helpfulness and support for beneficiaries

	 $80	to	$��0	per	week.
�9	 For	example,	recognising	the	additional	financial	stress	associated	with	the	care	of	extended	whānau.	Bringing	back	the	Special		
	 Benefit	would	not	be	necessary	if	benefit	levels	were	lifted	to	a	60%	poverty	line.

The	use	of	external	
advocates	was	often	
identified	as	critical	to	
getting	full	and	correct	
entitlements.
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HNZC’s	policy	of	
income	related	rents	
was	identified	as	
an	essential	tool	for	
ensuring	affordable	
housing	for	low	
income	families.	

Full	and	correct	entitlements
In �000 a national network of beneficiary advocacy groups (known as the National 
Beneficiary Advocacy Consultative Group – NBACG) was established which meets 
quarterly with MSD officials. The aim of NBACG is to bring to the attention of officials 
issues of concern identified through their advocacy work with clients engaging with 
Work and Income�0. Despite this process it is clear that problems remain regarding 
clients accessing full and correct entitlements. NZCCSS recommends that:
 • Work and Income works with the National Beneficiary Advocacy Consultative  
  Group and/or Christian social service providers to develop an independent  
  audit process to monitor (at an area office level) the achievement of full and  
  correct entitlements��

 • the Chief Executive of the Ministry of Social Development reports back 
  on progress in implementing the Full and Correct Entitlement Policy introduced  
  in �00� in their annual performance agreement with the Minister.

Holistic	and	coordinated	support	for	vulnerable	families
 • NZCCSS supports in principle the expansion of Work and Income’s Integrated  
  Service Response for vulnerable families who will benefit from family focussed  
  case management.

Child Youth and Family – Fostercare Allowances
The provision of financial assistance to families is not the main role of CYF therefore 
their inclusion in this section is limited to the provision of Fostercare Allowances to 
families who take a child or young person into their care. We endorse the government’s 
announcement that as of � April �009 the Unsupported Child’s Benefit and Orphan’s 
Benefit rates are to be raised to match the Fostercare Allowance weekly rates. This will 
partly address the disparity issue raised by families. However, as mentioned earlier, 
recipients of the Unsupported Child’s Benefit and Orphan’s Benefit will not be eligible 
for the assistance of ‘additional costs’ that Fostercare Allowance recipients are entitled 
to.

Additionally, an inequity remains regarding the greater level of support a CYF caregiver 
receives in comparison to the income support available to families with dependent 
children who are reliant on a main benefit. Recommendations to help address the income 
inadequacy of main benefits have been discussed in the Work and Income section above 
–namely to raise benefit levels to meet 60% poverty line and adjust the thresholds for 
benefit abatements, enabling families to keep more of their earnings.

Housing New Zealand Corporation (HNZC) – what works and what doesn’t
HNZC’s policy of income related rents was identified as an essential tool for ensuring 
affordable housing for low income families. 

Long waiting lists to access a HNZC house was of high concern for many low income 
families struggling to pay market rents.

The health and wellbeing of families was greatly enhanced by good quality 
accommodation – the continuing upgrading of the State housing stock in terms of 
energy efficiency and insulation is welcome.

Comments on the timeliness and quality of maintenance issues were mixed.
The location of HNZC houses in areas with few facilities (e.g. shops and kindergartens) 

and services (e.g. transport) and the perception of ‘poor’ schools was of concern for some 

�0	 Terms	of	reference,	National	Beneficiaries	Advocacy	Consultative	Group	and	Ministry	of	Social	Development	Interface	and		
	 Working	Relationship
��	 Currently	Work	and	Income	contracts	TNZ	NZ	to	carry	out	monthly	telephone	based	Client	Satisfaction	Surveys.	These		
	 surveys	do	not	take	into	account	the	experiences	of	clients	who	do	not	have	a	phone.	Face	to	face	engagement	of	clients	is		
	 needed	to	collect	more	accurate	and	in-depth	information.



families.
Services were effective when staff were respectful of families concerns and were given 

the flexibility to respond. For example, one family reported how helpful it was to be able 
to call HNZC and defer rent so other bills could be paid. 

HNZC – recommendations
 • maintain the income related rents policy and continue upgrading housing stock  
  as quickly as possible
 • increase the housing stock to meet demand and reduce waiting lists – this will  
  require significant government investment but should be seen in the context of  
  the reduced social harm, infrastructure development and economic stimulation. 
 • when building new houses give due consideration to the types of facilities and  
  services that families will need in order to fully participate in that community.
 • extend the Community Renewal programme from the existing six sites to other  
  high need areas. This would help to address concerns regarding undesirable  
  locations of existing Housing New Zealand Corporation houses.

Budget advisory services – what works and what doesn’t work
Work and Income case managers provide clients with a limited amount of information 
on how to improve their budgeting skills.�� For the most part families accessed budget 
advice from various community based agencies, some of whom are members of NZCCSS 
and some who are not. Families found budget services to be the most effective when the 
focus was broader than developing a spreadsheet of ‘money in’ and ‘money out’. The 
most helpful services were time generous, incorporated the needs of all members of the 
family, included children in the development of the family budget (when appropriate), 
and provided other assistance such as debt management.

For low income families, particularly Pacific families, the burden of pre-existing debt 
was a common problem. Budget advisors need to not only be skilled in the mechanics 
of budgeting but also in developing culturally appropriate budgets – recognising the 
importance of remittances overseas and wider family obligations within New Zealand.

There were examples of innovative practices such as a church bank. More research 
would be needed to identify other innovative budget and financial support services 
provided by our members.

Not all families were happy with the budget advice they received. In one case a family 
believed that they had been misinformed.

There was support for Work and Incomes integrated service approach in which case 
management includes wrap-around support from community organisations.

Budget advisory services – recommendations
 • NZCCSS to carry out further research into the budget advisory and financial  
  support services (including debt management) offered by member organisations,  
  identify innovative responses, and share this information within our membership  
  and wider networks
 • NZCCSS supports, in principle, Work and Incomes’ move to increase the  
  number of community link centres,�3 and recommends close working  
  relationships should be developed with community based budget and financial  
  services, and where feasible delivered onsite.

Food banks – what works and what doesn’t

��	 For	example	Work	and	Income	has	jointly	developed	a	Managing	Your	Money	brochure	with	the	NZ	Federation	of	Family		
	 Budgeting	Services.
��	 Community	Link	Centres	are	where	Work	and	Incomes	wraparound	support	is	delivered	alongside	community	based	social		
	 services.

��
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Food banks can provide a short-term solution for financially strapped families as the 
provision of a food parcel provides an opportunity for other urgent bills to be paid. 
Families reported finding food bank services helpful if they were provided in a respectful 
and non-judgemental way. When food bank services were integrated with budget services 
and other practical support families were more likely to be able to manage their way out 
of short term financial problems. They are not however a solution for families whose 
incomes were too low to cover daily living costs.

Most food banks have strict criteria over the maximum numbers of food parcels they 
will give out and have protocols to check that families are not accessing food parcels from 
other agencies. This was an additional source of stress for families who had exhausted 
their Special Needs Grant for Food entitlements with Work and Income and had used 
up the maximum allocation of food parcels. 

Although no family commented on being unhappy with what they received in their 
food parcel it was observed by the researcher that there is room for improvement in the 
nutritional quality and quantity of what is provided. Downtown Community Ministry 
staff who lived off typical food parcels for a week similarly concluded that food parcels 
need to be healthier with more fresh food – fruit, vegetables, cheese and meat. One 
benefit advocate interviewed for Grassroots Voices expressed frustration at the quality of 
food parcels and suggested a need for more innovative responses:

We have people who are hungry and food banks are handing out crap food. No one’s 
joining the dots between the waste and the food banks and farmers markets…we 
could be developing food cooperatives.

Food Banks – recommendations
NZCCSS has recently completed an Update of the Poverty Indicator Project: A Snapshot 
Comparative Analysis of Food bank Use. The Grassroots Voices research supports the 
recommendations from the Snapshot report:
 • that income levels need to be raised and one way to do this is to make  
  Working for Families assistance that is currently available to working people  
  with dependent children available to all people on low incomes (e.g. those on  
  benefits or those in employment without children), because they make up the  
  majority of food bank users.
 • revisit the MSD Food Bank Strategy in consultation with the sector to develop  
  and implement a plan of action that will achieve a measurable reduction in the  
  need for food banks.

In this chapter the experiences of families in seeking financial assistance from both 
government and community based organisations have been discussed and a series of 
recommendations made regarding how to improve service provision. In the next three 
chapters the mosaic of services that families need is discussed using case studies to 
illustrate effective practice.
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In the last chapter the issue of poverty and its impact on the quality of life of families 
was discussed in some detail, as this was the most pressing concern identified by the 
people interviewed for Grassroots Voices. In the next three chapters we will examine the 
different kinds of supports that families receive using examples of services and case studies 
to illustrate what practices families found effective. The focus of this chapter is on the 
experiences of families in engaging with Christian social services at the early intervention 
and prevention level. Chapter six explores more intensive and tailored services available 
to families with greater needs. The types of support services accessed by families in crisis 
and post crisis periods are discussed in chapter seven.

NZCCSS agencies work extensively in the area of early intervention and prevention as 
illustrated in this chapter. Many people are aware of the more formal early intervention 
programmes such as Family Start and Parents As First Teachers (PAFT). In this chapter 
we will also highlight the less programme-oriented early intervention activities that 
many Christian Social Service agencies offer such as informal support groups, mentoring 
activities, advocacy, educational forums and social work services. While less visible, these 
services are greatly valued by families because they can be tailored to meet the needs of 
local families, are available at low or no cost, can be easily adapted and help families and 
individuals to rebuild social connections.

Continuum of support model
Each of the focus areas outlined in the following chapters (early intervention and 
prevention; intensive and tailored support; and crisis and post crisis services) have been 
articulated in earlier NZCCSS reports� as a ‘continuum of support.’ The continuum 
starts with general family support and early intervention activities at one end, extends 
to more targeted support services for at risk families (in the middle), and moves to crisis 
intervention activities (and post crisis support) to address serious issues of harm and 
neglect at the other end. A diagram is provided (see Diagram A on page 48). 

Continuum of Family Support Services
The concept of a continuum of support is a useful tool for categorising, somewhat 

bluntly, the range of services and activities that families are offered. The intensity of 
support services and activities that families receive varies according to the level of risk 
and complexity involved. Unfortunately the continuum model doesn’t capture the 
complexity of real life accurately. Families don’t neatly fit into a linear model; their 
needs and issues can fluctuate greatly in a short space of time and individual family 
members can need different levels of support at the same time. To reflect this depth and 
complexity we have coined the phrase ‘the mosaic of family support services’ and have 
used case studies throughout the next three chapters as examples of the mosaic of family 
support services in action.

�	 Towards	An	Effective	System	to	Support	Children,	Young	People	and	Families,	NZCCSS,	July	�00�:�

MOSAIC OF SUPPORT–  
EARLY INTERVENTION & PREVENTION
“…and when there are problems, getting in early is key to making the biggest 
impact”	(CYF	Briefing	to	the	Incoming	Minister,	2008)	
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Diagram A

The image of a mosaic of services is intended to refer to integrated systems where 
coordination and collaboration are key to effective service delivery.

There are many issues that families seek help with that can be addressed across the 
services continuum. For example issues related to anger and violence may be addressed 
at the early stage, may require more intensive support or be activated through a crisis 
situation. At each level a different mosaic of service responses is needed. For instance, in 
the crisis range, a client might be attending court directed courses (for drug and alcohol 
and anger management), completing a community based parenting programme, and 
participating in a training course to build skills and enhance opportunities for work. 
A child exhibiting mild behavioural problems could be supported through a school 
based anger management programme and a complementary parenting course. Concerns 
regarding anger and violent behaviour by family members were a prevalent theme 
throughout the research interviews.

Role of community organisations – Differential Response
The CYF mission statement to work for ‘safe families and strong communities free from 
abuse’ means that the responsibilities incumbent on CYF involve a statutory role and 
extend to liaison with community based agencies and the communities in which they are 
located. The development of a Differential Response approach is intended to give CYF 
a greater range of options to support families including partnerships with community 
based agencies. CYF anticipates that under Differential Response approximately �5% 
of notifications will require an investigation and only a small number of community 
agencies with specialist skills will be involved in Child and Family Assessments. From 
September �008 families who are not in need of an ongoing statutory response will 
be assisted to access support from community organisations and other agencies from 
either the call centre via the Strengthening Families coordinator or through the site via a 
Differential Response coordinator.
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Differential Response provides an exciting opportunity for better collaboration between 
CYF and community based agencies and better outcomes for families. Good outcomes 
are dependent on early intervention and the right mosaic of services being put in place. 

The Differential Response concept is still evolving. The revised Differential Response 
appears to offer community agencies different roles from those promoted under the 
Differential Response Model. Regardless of the final shape of the differential response 
model it is clear that early intervention is critical, that effective services for families 
require good relationships between CYF and community agencies, and that in order 
to provide the right mosaic of supports the community based social services must be 
adequately resourced.

Definition of early intervention and prevention
There are many definitions of what constitutes early intervention and prevention. For the 
purposes of this research we need to make a distinction between two types of service at this 
level: 
 • services (programmes and activities) open to all families many of whom are low risk.  
  Typical examples include: coffee groups, preschool activities, parenting classes, after  
  school care and youth groups. Early intervention and prevention activities focus on  
  addressing issues early and are not restricted by age� 

 • more targeted programmes are for families with higher risk at this early  
  intervention stage. These programmes, such as Family Start and Parents As First  
  Teachers (PAFT) intervene early in the age of the child, and aim to reduce risk and 
  thus prevent harm.

Many Christian social services agencies are involved in the delivery of both kinds of  
early intervention/prevention activities.

Prevention and community development
Preventive work often encompasses a community development approach and can 
be seen in the ‘in community’ services delivered by Christian social service agencies. 
This involves linking people with local networks of support to enhance their capacity 
to manage family needs, and includes building strong relationships between parents 
and children. Family resilience is enhanced by providing opportunities for people to 
become connected to each other in local communities through support networks, 
friendships and sharing mutual concerns. The open doorway style of in-community 
services facilitates early intervention by providing an easy access route for families. 
 
CEO’s explained the community centred model of work: 

I think it’s really important that the community is there to support what’s going on 
in the family -and it’s a constant challenge I think for our services on the ground to 
make sure we don’t just do a short-term, support patch-up job with individuals or 
even with nuclear families and leave them in the same environment that created the 
problems in the first place… 

Our role is helping people be connected to each other in local communities. Schools 
are obvious communities where this can happen so that’s where school based social 
workers fit in. Our staff in schools put time and energy into bringing parents 
together to build the capacity for networks in communities to emerge. Our focus is 
on helping people to be engaged and strengthen networks, or to access them.

The notion of needing a village to raise a child was referred to several times by agency staff 

�	 In	government	policy	‘early	intervention’	is	often	restricted	to	children	aged	five	years	and	under.

Effective	services	for	
families	requires	good	
relationships	between	
CYF	and	community	
agencies

��
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to express the importance of cohesive interactive communities in helping people achieve 
healthy interdependence – as individuals, as parents and caregivers and as members of 
their community and wider society.

The same phrase was adapted by a Māori social service provider - ‘it takes a whole 
village to raise a Māori child’. They asked ‘show me one village left in this land’. For this 
agency social connection comes from whānau, hapu, iwi and the challenge is to restore 
whakapapa connections because it is these connections that bring strength, stability and 
resilience to whānau.
Christian social service providers of early intervention and prevention services were very 
aware of the broader context for meeting local needs. They demonstrated committed 
professional interest and warm spirited support towards those who came for services. 
Member agencies were well equipped to identify service gaps through the work they did 
with individuals and families on a daily basis and responded in one of three ways – direct 
service provision, accessing support from other agencies or developing new services.

WHAT DO EARLY INTERVENTION AND PREVENTION SERVICES LOOK LIKE?

A selection of early intervention and prevention activities are described below to illustrate 
some of the supports that families accessed via Christian social service providers. These 
include examples of low risk untargeted activities and programmes and more targeted 
early intervention programmes for higher need families with babies and preschoolers.

Early childhood education and parenting support
A lot of adults don’t know how to manage their own needs as well as their children’s 
needs. You’ve got both parents working, money troubles, pressures at school. Kids 
come home with behaviours that parents don’t know how to manage. Grandmas are 
at work. There’s very little support in the community for parents (CEO).

Many Christian social service agencies are involved in strengthening and supporting 
families through a variety of preschool education and parenting activities. A morning 
group for parents and children run from a church centre provided a regular opportunity 
for parents of young families to come to a trusted and caring environment. ‘In-
community’ activities such as this group gave families a safe space to socialise and find 
out about other services and supports. Parenting services such as this one were seen as a 
valuable connection point for families because they are not problem centred. 

Home-made food was a popular feature of two parish based parenting groups run by 
another social service provider. The parenting group leaders closely monitored the needs 
amongst the families and provided appropriate information on services available in the 
local community. They had a keen awareness of what was going on for the parents and 
facilitated some discussions with mothers while the children were involved in supervised 
play. The needs of one group were much greater than the other with mothers and children 
often based in lower socio-economic neighbourhoods and living in unsafe situations 
exposed to drugs and violence. Team leaders noted that depression and social isolation 
were more prevalent with this group. The other group of parents by contrast ‘never had 
hungry kids’. 

After school programmes and clubs
Activities for children before and after school, during holidays and through school based 
clubs provide another avenue for early intervention and prevention work. One club 
facilitator described their behaviour management processes; every day starts as a ‘clean 
slate’ so no-one gets labelled as a naughty kid. Time-out means a few minutes on a chair 
in the room with the other kids, with the leaders having a conversation on other ways of 
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dealing with anger. Listening and respect are core values and an agreement is made with 
every child which they go over regularly. In the ‘circle time’ every session, the children 
give their news and are encouraged in the values taught at the club. 

The circle is the best thing we do. A lot of children never get listened to. The children 
love it. In the circle we have news and virtues. Some children never heard of virtues. 
They appreciate the consistency. 

As children get older they are trained as youth leaders and role models. If there are 
management issues beyond the scope of the club the leader contacts the parents and 
proposes a referral to appropriate services.

First I contact parents and tell them what I will do. I might suggest a parenting skills 
course. I could contact the social worker in the school, or make a referral to a local 
agency.

Parenting teenagers programme
While there are a number of different parenting programmes and activities available 
for parents with young children there are fewer programmes available for parents of 
teenagers. One agency designed a course to address this gap. A series of speakers were 
invited to discussion evenings with parents. On one such occasion a local policeman was 
invited to discuss the issue of missing teenagers with very anxious parents. 

We know our daughter’s missing and she’s in town, but we haven’t laid eyes on her 
for a week. 

Advice from the Police included the importance of completing the appropriate agency 
paperwork and arranging with your teenager to keep in regular contact via text to let 
you know that they are safe. Other speakers were arranged to address issues identified 
by the group. 

School based social work 
A number of Christian social service providers employ social workers who work 
in schools. Many, but not all, are funded through the government Social Workers 
In Schools (SWIS) initiative. SWIS was first introduced in �999 and subsequently 
expanded. The government funded SWIS programmes are targeted to low decile primary 
and intermediate schools with a particular interest in the special needs of Māori and 
Pacific children and families.3 Both SWIS and school based social workers employed 
independently from SWIS provide valuable early intervention and prevention support.

Many families were very appreciative of support they received from social workers in 
schools and stressed the importance of being able to access help for their children early. 
It was important for some families to be able to get help from someone who was not a 
teacher, who was independent from CYF and who was located at the school.

One Christian social service agency employs thirty-five social workers in schools, of 
which only five are government funded positions. The philosophy of this agency is to 
build social capital and they design all their services in such as way that helps to integrate 
families into their communities. Schools are an obvious place where this can happen. 

Social work can facilitate redevelopment of community networks. What we see is 
that where our staff in schools put time into bringing parents together, over time 
they become part of community networks. Underneath we know there are also issues 
of poverty. Our focus is relationships and the interdependence of people. 

For a Māori agency, school based social work was an extension of their focus on koha and 
aroha. They explained the practice value of koha as generating a system of reciprocity 

�	 MSD	website
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in services and in staff relationships. Reciprocity referred to the sharing of food, sharing 
money if necessary and sharing knowledge and information. Social workers were 
conveying a spirit of generosity that was intrinsic to their kaupapa. It was reflected in 
both their relationships with each other and with the families they were working with. 
Their service was available to all children, extending the philosophy of whanaungatanga 
inclusively.

One school based social worker was attracted to the position because of the opportunity 
to intervene early. She was pleased to be contributing to building the social capital of her 
school. Using strength-based tools, such as story-telling cards and goal-setting resources, 
children (with the involvement of their families) were given creative and constructive 
avenues for dealing with anger and grief. Examples of common stressful issues for 
children include, shifting home, death of a family member and parental separation. She 
comments:

So the earlier I intervene the better – basically I would intervene in any area that may 
have an impact on a child’s education. For me personally, I don’t think I get called in 
early enough. Normally I get called in when the behaviour has presented itself.

A lot of my referrals are around children’s behaviour - about �0 percent of my work 
[is with] five year olds to about eleven [years]. Anger is a huge one - boys, mainly 
boys who are non-compliant, with acting-out type of behaviour.

Family Start and Parents as First Teachers (PAFT)
Family Start is an early intervention programme that provides intensive home based 
support services for families with high needs to ensure that their children have the best 
possible start in life. A number of Christian social service providers deliver Family Start 
services employing family/whānau workers to work with families. They assist families 
to identify goals and support them to achieve these, often through advocacy and 
coordination with other services. Family Start also provides an important educative role 
– teaching parents about healthy child development and equipping them with skills to 
cope with the challenges of parenting. The programme targets the �5 percent of the 
population most at risk of poor life outcomes,4 and is available for children up to the age 
of three years. Family Start is a collaboration between the Ministries of Health, Social 
Development and Education, and thus draws on their collective expertise in health, 
welfare and early childhood education. 

With a more specific emphasis on education the aim of PAFT is ‘to assist and 
encourage parents to participate more effectively in their children’s early development 
and learning’.5 In the words of a PAFT manager, their mission is to ‘coach and mentor 
parents in their understanding of their child, with information to enable their children 
to grow, learn and develop’. Referral criteria for PAFT include the age of the mother, 
income under $�5,000, and parenting alone or without a supportive partner. The child 
is the client in both Family Start and PAFT programmes. Support is provided until the 
child is five years old for Family Start but is limited to three years for PAFT. Both Family 
Start and PAFT use a parent education programme called Born to Learn. 

We bring the parents good solid information on how babies grow and learn, and 
develop parent’s confidence in their role as their child’s first teacher. PAFT looks at 
three roles of parents as designing environments, being a consultant with a child to 
understand it’s world and how it works, and be an authority with their child in terms 
of what they know to be right for their family and in setting boundaries in terms of 
what is healthy for their families. 

Families involved in Family Start and PAFT spoke positively about its benefits, for 

�	 About	Family	Start,	MSD	website
�	 Ministry	of	Education.	www.kiwifamilies.co.nz/Topics/Support+Groups/Parenting/Parents+as+First+Teachers.html
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examples:
… having someone round [Family Start worker] to see how I am is wonderful... They 
are a great source of information about what services are available, and that’s been 
great.

Just with having our two children at home and being there all the time, working 
through the Parents As First Teachers stuff, it has been really, really, helpful to us. 
Our children are so different and we’ve noticed a big difference with our daughter 
and our son.

One mother of three children who was experiencing a number of problems including 
clinical depression was able to access a mosaic of supportive professionals via her Family 
Start worker. These included mental health services, respite care, budget advice, a 
parenting programme and counselling. Her Family Start worker focussed on the needs 
of the three children.
A father who was very appreciative of Family Start services commented that the services 
could be more attentive to male perspectives in programmes: 

Perhaps some male input would be good. I’m not so much talking about a male 
working with me – I’m just talking about tailoring those programmes towards male 
needs.

Mentoring
Many social service providers use mentors to support families. Some mentors specialise 
in helping young people, others provide support, guidance and skills to parents. 
Sometimes specific mentoring programmes are developed or mentoring may be one 
approach imbedded in a range of interventions. Mentoring is an effective way to transfer 
knowledge, encourage self esteem and build social networks. Many families felt that 
their mentor was their friend and their regular support helped them to overcome feelings 
of isolation:

I was just basically needing some support and having somebody that I could talk to 
and just get other views from, and I think [the mentoring programme co-ordinator] 
has done a really good job in matching us, that’s a big thing – having someone to 
talk to…And we talk about health and education and depression. I suffer from 
depression.

In a grandparent support group a grandmother spoke about the support from a mentor 
for her two teenage grandchildren: 

so the mentors are twenty one, the two of them, and they’re still at university and 
work part time, and they take my grandchildren to the mall. They’ve actually taken 
one of the girls to varsity. They are someone young for my grandchildren to go out 
with.

What makes these early intervention and prevention services work? Voices of  
families
Families expressed appreciation for the opportunities to be involved in activities like 
parenting groups and afterschool clubs or to receive help via programmes like Family 
Start. When families were asked what worked well for them and what features of the 
services they accessed made them effective, some common themes emerged. One example 
of each theme is given below but reflects sentiments expressed by others.

Listening and communication
I found it worked for me [agency support] because I could relate to them – I could 
actually talk to them. I find if I can’t communicate with anybody I won’t bother 

�3
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(mother and domestic violence survivor)

Overcoming isolation
How the boys are depends on what I do. I have learned [via my social worker] how 
to look after myself, to do sports again. I was active before but it has all stopped. I 
have to look after myself and make myself happy and it makes such a difference. My 
sons are better when I’m well (mother of two boys recovering from depression)

Getting support from others in a similar situation
People our age – my friends – no longer have little children –their kids are grown up 
or at varsity or whatever and they have all this independence and the extra cash flow 
to go with it, so we see them going off on holidays overseas or going out for dinner 
all the time or buying nice clothes, and we’re back to square one, that’s quite difficult 
(grandmother at the same group shares her frustrations knowing the others will 
understand)

Someone believing in your abilities
I couldn’t leave the house. I had no parenting skills. [The social worker] gave 
friendship and direction. All my skills as a woman disappeared and they brought 
them back (mother abd domestic violence survivor)

Advocating persistently on your behalf for much needed services
I would give up, but [name of social worker] would drop in or phone. She wouldn’t 
let me go. She is someone who cares that much she wouldn’t let me go (parent 
appreciative of the tenacity of her social worker in accessing services for her 
daughter’s violent behaviour)

Being reliable and doing the job
A lot of people said ‘we’re coming, we’re coming’, and never did. [name of 
community leader] was the one that got them in, the physio [therapy], dieticians, 
therapy, she got all that going (parent of a premature baby with special needs)

Being culturally sensitive
We have more numbers of migrant families and we actively encourage them to retain 
their first languages…We have a Chinese family who speak Mandarin. We can talk to 
the grandparents about songs and lullabies and games they used to play and support 
them to keep cultural diversity. Two sets of tools to think with makes them far more 
resilient and capable in the long term (PAFT social worker)

Learning new skills
The biggest thing I learned when [son’s name] doesn’t listen to me was to come down 
to his level and talk to him clearly, slowly and he listens. He’s been so good (Mother 
expressing appreciation for a parenting tip from a social worker)

What makes early intervention and prevention services work? Voices of agency 
workers
The perspectives of agency workers align closely with those of families when identifying 
what makes service effective. Additionally, a close organisational culture and shared 
values system were identified as important to agency effectiveness. As one agency CEO 
explained ‘our spirituality is a huge part of who we are, that binds us [staff] together 
quite tightly, it crosses cultures and personalities’. This agency starts every week with 
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devotions. At the youth residential centre they run, every day is started with a prayer.
A small sample of comments from agency staff regarding what they think makes their 

services effective are outlined below: 

Communication
We do day to day therapeutic stuff at the kitchen sink…It all comes down to 
listening. (Team leader commenting on their youth residential programme)

What I do is just have a talk to them about why they think they’ve come to see me. 
And when you look underneath it, their behaviour is normally there for a reason, 
like mum and dad have separated or they’ve just moved to [our town] , they’ve just 
changed classes (social worker in school describes her role)

We [agency staff] do too much talking. Motivational interviewing is about asking the 
right questions and getting them [clients] to do most of the therapeutic work (men’s 
anger management facilitator)

Tailoring programmes and strengths based approaches
I start my groups by asking kids what they’re interested in, and tailor make what 
we run groups on from what the kids say. ..One group was called FTW, Feed The 
Whānau. All the kids contributed what they could and then went for food and 
shared it. I try to exploit their strengths because schools exploit their problems. 
There is a need for identifying skills that kids have -that are not tied to the 
curriculum (youth worker)

Overcoming isolation
Social work can facilitate redevelopment of community networks. What we see is 
that where our staff in schools put time into bringing parents together, over time 
they become part of community networks (CEO)

Value of networking
I attend Strengthening Families [meetings] once a month. So does the social worker. 
They’re really good because they pull all the agencies together on a plan of action and 
there’s follow up. We’re not doubling up and there are people with experience to help 
with different needs (social worker in schools)

Cultural sensitivity
What I found a lot, what is okay in the Pacific culture is not okay with Palangi 
culture. I supervise them [Pacific families] and help them to understand some of the 
difficulties in the two cultures (Pacific social worker and counsellor)

We have Farsi speaking families living in the housing area where we’re working, 
as well as Māori, Pacifica and Pakeha. I’m about to start working with an Afghani 
family. Professional support is often not part of their background. Shame comes up 
if there’s exposure of some difficulty. There’s an interpreter attached to the school 
(community worker)

Responsiveness to Māori
An eloquent account of a kaupapa Māori practice of one agency was explained through 
koha as a basis for their team culture as social service workers, and for their relationships 
with whānau and families with whom they work. Koha, as generosity in giving means 
that the team of workers give to each other, in money and in resources as it is needed, 
and to people they work with, as needed. Koha drives a culture of reciprocity and sharing 
that ensures that care and provision are there for workers and for whānau. Aroha and 
manaaki are woven into the culture based on koha which enables all aspects of life to be 
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An	overarching	theme	
throughout	this	
discussion	has	been	
the	critical	role	of	
being	able	to	develop	
relationships	of	trust	
with	families.

The	cost	of	services,	
even	if	low,	was	often	a	
barrier	for	the	poorest	
families.

included in care and services: physical, spiritual, emotional and intellectual.
In agencies visited where there were Māori social work staff, there was a consistent 

pattern of the social worker being present during interviews, to have a familiar person 
with the family and guide the meeting, providing support, or ‘tautoko’ to ensure both 
safety and hospitality for the interview process. On occasions, such as when a sensitive 
or painful experience was raised, a pause was made for karakia. 

The importance of Māori cultural and language connection was described by a Māori 
cultural advisor (based at a Christian social service), with whakapapa being a primary 
point of connection and trust:

Once you talk Māori to them it’s a whole new connection …It’s about whakapapa 
and understanding – names have a very important role … I can make suggestions 
and give them a connection, something to belong to.

A social worker at a youth residential programme explained the importance of whānau 
in the work they do as follows:

Māori kids come in with whānau behind them. Our young boy at the moment … he 
wants to know where he comes from. We’re trying to do a geneo-gramme to see if we 
can link to some whānau.

Relationships of trust
There are many things that make early intervention services and supports helpful for 
families, some of which we have touched upon. An overarching theme throughout this 
discussion has been the critical role of being able to develop relationships of trust with 
families. One of the strengths of Christian social service providers is their ability to reach 
out to the ‘hard to reach’ as the following case study demonstrates:

To break that initial barrier you need to create trust to draw those people back 
towards the community rather than keep them on that fringe or pushed out of that 
community. 

A woman was referred to our team by someone else in the community…it’s about 
having the right workers who could create the relationships - we had a young Māori 
social worker who could form a relationship with this young Māori mother, and 
forming that trust relationship was the critical factor – so it took something like a 
couple of months of actually just visiting that woman and seeing her in her garden 
– having cups of tea on the back step – before she was finally invited inside the 
house. 

And that in fact was the critical factor because at that point - Inside the house was 
all the evidence of her lifestyle and of the risk to her children – and so at that point 
it was like she was saying I know something’s got to change here – you can see what 
my life is. And then we were able to link that person and her kids to various specific 
things like the HIPPY6 programme for the preschooler – a sort of parenting - come 
education programme, alcohol and drug counselling – all those things. (CEO of a 
Christian social service agency)

Areas of concern – service gaps and access issues
The most prevalent concern for families was not related to the quality of services they 
received but in accessing the support they needed when they needed it. Several families 
mentioned difficulties in accessing the following services or supports:7

 • early childhood education spaces in day-care centres 
 • affordable or free parenting programmes 
 • respite care for parents with special needs children

6	 Home	Interaction	Programme	for	Parents	and	Youngsters
7	 These	gaps	are	equally	applicable	across	the	continuum	of	support	services	–	from	early	intervention	to	crisis	and	post	crisis		
	 situations.
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 • affordable or free counselling
 • adolescent mental health services
 • adolescent addiction treatment services
 • behaviour management support for parents with violent children and young  
  people
 • supervised activities of interest to teenagers.

There were several reasons why families had difficulty in accessing services. Sometimes 
they were unaware of what was available and did not know who to ask. Sometimes there 
were no local services particularly in rural areas. Waiting lists were long especially for more 
specialised support. The cost of services, even if low, was often a barrier for the poorest 
families. A number of families reported that referrals from one agency were not picked 
up and they were left to languish. For the families in need of specialist support problems 
often escalated while they waited for help e.g. behavioural problems in young people. 
Some families could not access services because they did not meet the criteria, such as 
children being too old, income level too high, or problems of insufficient severity.

Summary 
A range of early intervention and prevention services have been described in this 
chapter - from informal parenting groups, mentoring and social work support through 
to employing social workers in schools. These services are effective because they are 
developed to meet local needs, can be delivered in flexible ways, are easy to access and are 
affordable. Families are able to build relationships of trust with agency staff over time.

Both programme oriented and more fluid responses are important and contribute to 
a mosaic of family support services. 

Support services for families are more effective when the professionals from both 
government and community based agencies enjoy good working relationships and can 
offer a coordinated response.

CYF’s Differential Response has the potential to foster closer collaborative relationships 
between community agencies and CYF, and to provide better outcomes for families. All 
parties, must however, be adequately resourced. There is concern that increased work 
volumes resulting from Differential Response referrals will need to be funded and no 
commitment has been made to funding levels to absorb this work.

Early	intervention	
services	are	effective	
because	they	are	
developed	to	meet	
local	needs,	can	be	
delivered	in	flexible	
ways,	are	easy	to	
access	and	are	
affordable.
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Some families require a more intensive mosaic of interventions tailored to address 
multiple issues to enable families to stay together in healthy and safe relationships. The 
focus of this chapter is on the service provisions available to families in the middle of the 
continuum, that is, requiring more support than early intervention services can provide, 
but not yet requiring statutory intervention or crisis support services. 

For families in need of intensive and tailored services the mosaic is likely to be a mix 
of government and community based agency services. Specialist services may be required 
for complex issues related to mental health, addictions treatment, trauma and abuse 
counselling and anger management. The mosaic may also include early intervention 
activities such as budget advice, home help and assistance with getting children engaged 
in preschool and recreational activities. 

For many families a particular set of circumstances may have arisen or persisted for 
which they don’t have the resources to respond. Sometimes referred to as life-shocks, 
these circumstances can tip over normally well functioning families. Examples of 
common life shocks include the death of a child or partner, serious health issues, loss of 
employment, relationship breakdowns and financial losses. As the following case studies 
illustrate, families presented with a number of life-shocks, or persistent and multiple 
problems can be supported to cope when the right combination or mosaic of supports 
are put in place. 

CASE STUDIES OF INTERVENTIONS TO AVERT AN ESCALATION OF RISK

Three case studies are provided below to demonstrate the importance of timely and 
appropriate interventions that were instigated by Christian social service agencies. The 
interventions contributed to reducing the risk of families needing crisis support services 
or the need for statutory intervention from CYF.

Monica’s story
Monica is a mother of three who has recently separated from the father of her youngest 
son who is one year old. She has a history of clinical depression and post natal depression. 
She became pregnant with her first child at the age of fifteen. At the time of the interview 
it had been eight weeks since she had experienced a breakdown, for which she is now 
on medication. For two weeks her youngest son was looked after by his father while she 
recovered. 

Prior to her breakdown Monica had approached a Christian social service agency for 
support. In addition to coping with mental health issues Monica’s parenting abilities 
were under strain because of relationship difficulties, debt and budgeting issues, and 
coping with two severely asthmatic children.

Her social worker from the Christian Social Services agency organised respite care 
for her children every third weekend. She also helped Monica to access entitlements 

MOSAIC OF SUPPORT – INTENSIVE &  
TAILORED RESPONSES
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There are those borderline families out there that risk losing their children if they 
don’t put these plans into actions – they still need the support – they still need 
someone to say ‘this is how to go about that’	(social	worker)

CHAPTER
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through Work and Income and visited her weekly to see how she was coping – “we sit 
back and have a chat about things and what we’re doing…and that sort of stuff”. Her 
social worker arranged for budget advice.

Monica also received parenting support from Family Start regarding her youngest 
son’s development. Her Family Start worker visited fortnightly and delivered the Born 
to Learn parenting programme. Through the community mental health service she has 
accessed a psychiatrist. She also received counselling through the Family Court with her 
estranged partner. 

What made support services effective for Monica?
 • Monica’s social worker was able to prioritise her needs and put in place high  
  quality and timely interventions. For example Monica was desperately in  
  need of respite care and was happy with what her social worker was able to  
  organise – “When the kids go into respite care they go together and with the  
  same people every time”. 
 • Income related rent in her HNZC house has made her housing costs affordable.  
  The house is in a good location with nice neighbours and a kindergarten within 
  walking distance. 
 • Advocacy support from her social worker ensured she received her full  
  entitlements from Work and Income - additional money was accessed to pay for  
  prescriptions costs and doctor’s visits and her debt repayments to Work and  
  Income were negotiated down to more manageable levels.
 • Financial stress was also reduced as a result of good budget advice and advocacy.  
  The level of court fine repayments were reduced so she could afford day-care and  
  realistic arrangements made with companies she owed money to.
 • Counselling and psychiatric services were helping Monica to cope with  
  depression and relationship difficulties.
 • Family Start provided practical advice on parenting and childhood development  
  and behaviour. It worked because the visits are home based, fortnightly, and  
  applied to her family’s specific needs.
 • Good communication between workers has helped Monica to receive a mosaic  
  of different supports. Both her budget advisor and her social worker accompany  
  her on appointments where necessary in an advocacy role and are in regular  
  communication with each other.

Monica was fearful that her children would be removed by CYF:
It’s been a long, hard way to get there [coping] – for me – with having depression 
and  having to deal with it for ten years - being a young mum and worrying about 
CYF and all those sorts of things with depression and whether or not they’re going to 
get involved, and if I don’t do this right, if they’re going to get involved.

The risk of Monica’s children being neglected or abused has been significantly reduced 
because a range of supports were able to be put in place to reduce the pressures the family 
were facing. A mosaic of support services were needed because of the multiple issues she 
was facing – without this intensive and tailored response being implemented it is likely 
that Monica’s situation could have escalated to a crisis point in a relatively short space 
of time.

Pauline’s story
Pauline’s family has been exposed to family violence. She has separated from an abusive 
partner. They have a son together and he has children from a previous relationship. 
She suffers from depression and has little family support nearby. The family has moved 
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Skilled	social	
work	intervention	
accompanied	by	an	
appropriate	mosaic	of	
services	have	helped	
to	reduce	the	risks	for	
this	family.

several times. Two grandparents had recently died – one from cancer and the other by 
suicide. 

Her ex-partner suffers from depression and talked about suicide in front of the 
children. Pauline was concerned about the impact of these events on herself and her 
children. Both she and her oldest daughter struggle with anger problems. Her stress 
has been compounded by financial problems, including the high cost of rent. She is 
unwilling to live in a HNZC house fearful of ‘ending up in one of those areas with a bad 
influence on the children’. 

A Christian social service agency has been working with Pauline to address her issues. 
She is a well educated woman and found the referral to a parenting course has helped 
to restore her confidence. Her social worker and a community leader arranged for a 
protection order and her partner was removed from the house. 

Pauline was supported by her social worker to get a doctor’s referral to see a psychiatrist. 
Arrangements were made for her daughter to attend a tamariki course run by a local 
refuge to help with her feelings of anger. As Pauline’s confidence has grown she has been 
able to take more responsibility and arranged her own budgeting advice via the Citizen’s 
Advice Bureaux. She has made friends in a parent teacher group and has joined the local 
playcentre.

For Pauline, the unfailing support of her social worker has given her the strength to 
persevere: 

I went to the doctor and got referred to the psychology department. I would give up, 
but [social worker] would drop in or phone, so she wouldn’t let me go. 

What made support services effective for Pauline?
 • Agency staff organised for immediate action to be taken to ensure the family’s  
  safety and supported Pauline through the process. The social worker and  
  community leader went to Court with her regarding the protection order. Other  
  steps were taken to assist with the other problems that Pauline was dealing with  
  e.g. parenting support and tamariki course.
 • The social worker and other agency staff were able to establish a relationship  
  of trust with Pauline through the provision of practical help, staying in contact  
  and working alongside her to access the services she needed. “They gave  
  friendship and direction”.
 • Opportunities were made to talk on a regular basis and resources provided to  
  enable Pauline to think about her situation and what she wanted to do. “They  
  brought resources. Cards about how I felt. Help to search out and find myself ”.
 • Encouragement to join community groups has helped Pauline to make friends  
  and have links in the community that are likely to continue after the agency’s  
  work with the family is complete.

The sustained and persistent support and advocacy skills of a social worker made the 
difference to Pauline’s recovery and ability to regain the confidence to initiate connection 
with her community. Skilled social work intervention accompanied by an appropriate 
mosaic of services have helped to reduce the risks for this family. The availability of the 
agency to give on-going support gives Pauline a sense of security knowing that further 
help is available should she need it.

Alison’s story
Alison is a mother of five children aged between four and seventeen years. She has 
recently reunited with her partner, the father of her four youngest children. Her partner 
had completed a domestic violence prevention programme. Her eldest son Hemi has a 
different father that he has never met. There have been ongoing concerns for the safety 
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of the younger children because of Hemi’s violent behaviour. 
He [Hemi] was at the point where I couldn’t have him around my little ones – so I 
had to kick him out. And when I kicked him out he was just staying with mates here 
and mates there, and now and then he’d come back and see my family, and we’d give 
him another chance, and it started again.

Hemi’s grandmother is the one most able to calm him down, but he has punched holes 
in the walls and a thick glass door of his grandmother’s house and Alison was fearful for 
her mother’s safety – “he lashes out at everything and everyone around him”.
Alison attributes Hemi’s anger and violence to the absence of his real father, his poor 
relationship with his stepfather, a history of being shifted around relatives during his 
childhood, (some of whom where abusive) and a negative peer group.

At one point when Hemi was on a violent rampage at home Alison rang the Christian 
social service agency, and her social worker went immediately to her house. The police 
were also in attendance. Subsequently a Family Group Conference was convened 
regarding Hemi and the risk he posed to the younger children. The member agency was 
mandated to continue working with the family and Hemi. There was a perception from 
the family and the agency social workers that CYF would no longer be involved with 
Hemi once he turned seventeen.

After the Family Group Conference the Christian agency social worker continued to 
work with Hemi and Alison. It has been a frustrating journey for Alison. She has had 
difficulties accessing services for Hemi’s anger problems for several years:

All the agencies I have been referred to say he’s too young or too old for the help…
this is when he was 14, 15, and now he’s 17… Now he’s 17 a lot of agencies won’t 
touch him.

Alison reports a lack of counselling services tailored to meet the needs of angry adolescent 
boys. She has also reported having difficulty accessing adolescent mental health services 
and erroneously attributed this to Hemi not meeting the age criteria for the service. It 
is unclear where she got this information from. Alison appears to have not been given 
correct information from any of the agencies involved in supporting the family.

At the time of the interview the family was under extreme financial pressure. Her 
partner had recently lost a new job and they had been without income for several weeks. 
At that time she did not know how to get a food parcel. She had been concerned about 
her HNZC rent going up to market level when her partner moved off the benefit – this 
worry has been replaced with how to support the family until new work could be found 
or the benefit reinstated. Car repayments were also due. She could no longer afford 
activities for the kids.

The Christian social service agency provided a range of support services for Alison’s 
family. There has been advocacy and very good co-ordination with CYF, Work and 
Income, HNZC and the Police. Although the social worker indicated that Hemi might 
have been in the too hard basket for CYF, partly because of his age, he also stated that: 

The mandated work from CYF was essential and accurate, in that the safety of the 
children [Hemi and his siblings] was put first (social worker). 

Alison explained that advocacy and legal advice had been invaluable:
Everything I needed to know they [agency] knew, and they assisted me with it…just 
questions on how to behave with my son and areas to go with him. 

�1
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In	every	area	visited	for	
the	research,	parents	
and	social	workers	
spoke	of	the	lack	of	
resources,	both	in	
terms	of	funds	and	
services,	for	young	
people	with	anger	
problems.

What made support services effective for Alison?
 • A trusting relationship was established – “I found it worked for me because I  
  could relate to them” 
 • Alison’s partner completed a Men for Change course to address issues related to  
  addictions and violence
 • Practical support services were provided by the agency. Counselling has been  
  accessed for Hemi and for some of Alison’s other boys. Parenting and life skills  
  have been provided via a mentoring service. 
 • The Christian agency made referrals to other organisations and was diligent in  
  following up. For example Alison’s social worker referred her to a Community  
  Law Centre for advice and checked to see whether this had happened.
 • Income related rents kept their housing costs at an affordable level and a pro- 
  active case manager at HNZC was commended by the social worker for ‘going 
  beyond the call of duty’ to get a house in a good area and not evict the family  
  when they were under pressure from Hemi’s violence.
 • Government agencies involved with the family were in communication with  
  each other and were able to coordinate their support.

Shortcomings in services 
Better communication between the Christian social service agency and the family 
could have helped to relieve financial hardship. Although not a provider of food parcels 
themselves, the agency carries out assessments and refers families to a local food bank. 
Alison was unaware of this and this had not taken place at the time of the interview. 

Either an absence of appropriate services (or a lack of awareness of how to access 
services) meant that Alison had not received specialist support for her son’s behaviour. 
CYF appears to have not been able to provide guidance to Alison on how to support 
Hemi once he turned seventeen.

VIOLENCE AND ANGER – INTENSIVE AND TAILORED INTERVENTIONS

As noted earlier, issues related to violence and anger need addressing across the services 
continuum. In every area visited for the research, parents and social workers spoke of 
the lack of resources, both in terms of funds and services, for young people with anger 
problems. In one region a CYF manager and a community leader both identified violence 
and anger management as primary issues. The community leader explained: 

The biggest need that comes out of groups is anger change. The problem is, I can’t 
run it out of my budget. 

Intensive responses are required for young people expressing severe anger. Parents shared 
stories with us of their young people threatening family members with knives, self harm 
behaviour and suicide threats. 

There were a number of experiences of young people needing more intensive support 
through mental health services but assessed as not presenting severe enough symptoms 
to warrant immediate crisis services. Long delays caused anguish and sometimes resulted 
in an escalation of disturbed behaviour. In one case a referral through Barnardos to the 
WAVES counselling programme brought remedial intervention. In other situation the 
RAGE programme was effective in teaching alternative ways of expressing anger. 

Innovative agency responses included a taiaha course, and programmes which worked 
with young people’s strengths. Anti-social behaviour could be redirected into creative 
activities such as channelling the artistic talents of taggers into producing murals. 
Programmes were designed to meet the interests of boys and girls, Māori, Pakeha and 
Pacific young people. Here emphasis was given to youth groups with activities that the 
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young people wanted to do outside the school curriculum. 
Lack of services for young people with severe anger was repeated in every location. A 

Pacific mother was told by the Police her son would be locked up when he turned �4. 
She was desperate to get help with him to keep him out of trouble and get him engaged 
positively in school. The Police asked the mother to sign a form so that he could be 
arrested but she refused. She spoke briefly about her experiences with Youth Aid: 

When they meet him in the town Youth Aid just brings him home. He’s on a curfew. 
But then he runs away. He’s mixing with kids who have drink and drugs. 

Although there is evidence of violence as a predominately male issue, women also 
appreciated opportunities to address anger through programmes that agencies had 
designed to specifically address the issue from a female perspective. One participant 
found an anger management course for women very effective: 

We did an anger course for women that was really, really good. I’ve learned what my 
issue is… I’ve forgiven him, my father. I get really bad anxiety attacks when I hear 
yelling it freaks me out…. I’ve got to let it out, let it go and get on with my life. He 
hit my mum. 

A comment was made on the male focus of the ‘It’s Not OK’ campaign, with the need 
for the campaign to include a message to women: 

The domestic violence ads., they’re all about guys though eh – maybe there needs to 
be a couple of ads about women saying it’s not okay for him to treat me this way so I 
choose to do this instead (social worker). 

A feature of adult anger management was programmes created with cultural reference, 
in the wider sense, to correspond with individuals needing intensive services. One was 
based on biblical stories, another on the pig as a symbol that Pacific men related to, and 
another training programme was designed in a Mauriora framework. One kauapapa 
Māori agency emphasised an education strategy that resulted in 80% of men in their 
programmes going on to higher education. Another identified a mosaic of support that 
takes place when whānau come to their agency:

When they come here they go through WINZ and Housing New Zealand, 
counselling, budgeting, schooling for children (CEO). 

A programme leader in a Christian Service agency considered individualised programmes 
to have more likelihood of success than group programmes:

Anger management programmes only do so much. Actually implementing the 
knowledge into their lives is a different story. That’s a big gap. Anger management 
programmes don’t deal with individuals. When he goes to an anger management 
programme [in a group] he’d be taught the basics around anger management but it’s 
not actually dealing with his situation. Therapy at its best is where he really begins to 
understand the effects of what he’s doing (social worker).

What made these programmes effective?
 • The availability of age, gender and culturally appropriate counselling 
 • The use of a strength based philosophy to turn antisocial behaviour into creative  
  activities with a social benefit
 • Programmes designed to correspond with the values and cultural identity of  
  clients
 • Programmes to address anger where an educational emphasis brought the  
  opportunity for personal development and new horizons
 • Therapeutic individualised programmes that enabled clients to apply strategies  

Although	there	is	
evidence	of	violence	
as	a	predominately	
male	issue,	women	
also	appreciated	
opportunities	to	
address	anger	through	
programmes	that	
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perspective.
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	It	appears	that	a	
corresponding	mosaic	
of	services	to	support	
young	people	with	
anger	and	mental	
health	problems	is	not	
available.

After	four	years	of	
operation	working	
with	approximately	
thirty	students,	the	
centre	has	a	75%	
success	rate

  to their own situations.
 • Flexibility in programmes and programme leaders who were able to provide on- 
  going support, for example, relapses were considered as ‘opportunities for  
  review’.

In one area a social worker commented on the increasing collaboration between agencies 
to intervene to stop violence. Police, Refuge, CYF and community social services form 
a mosaic of service responses in an increasingly cohesive strategy to intervene in adult 
violence. It appears that a corresponding mosaic of services to support young people 
with anger and mental health problems is not available.

INNOVATIVE AGENCY RESPONSES 

When families approach agencies for support it is sometimes clear that there is no existing 
service that can help with the specific needs that are being presented. A number of 
Christian social services, once aware of a service gap either create their own programme 
or work with others to design a service to meet service gaps. Often this is done with only 
partial or no government funding because the activity fits outside of government policy 
parameters.

Nikau Centre (Presbyterian Support East Coast)
The Nikau Centre is an example of a coordinated initiative that combines the efforts of 
a member Christian agency with local schools, the Ministry of Education, Police and 
MSD. The centre’s services cater for young people aged between �0 and �4 years who 
have been stood-down from school and are in danger of being excluded (expelled). The 
young people had backgrounds with high risk indicators, such as CYF involvement with 
their families, and incidents of violence, long term benefit dependency, and addictions. 

The aim of the centre is the transition of all of the students back into on-going 
mainstream education. After four years of operation working with approximately thirty 
students, the centre has a 75% success rate and is cited by local Police as helping to reduce 
truancy and youth offending. It is a comprehensive programme that includes supporting 
change in the child’s home environment, with the mainstream school, involving other 
agencies such as CYF and the Police. 

Centre Staff include a social worker, two teachers and the centre’s principal. The 
social worker is funded by the Christian social service provider. The Nikau Centre caters 
for a maximum of six students at any one time. Most of the students are Māori, are 
experiencing problems in school and have had some involvement with Police Youth Aid. 
A social worker was added to the staff in �006 to work with the non-educational needs 
of students and their families. 

A core problem for the majority of students is anger.� The social worker works with 
students and their families while they are at the centre and follows through with support 
for the transition into mainstream schools. In her work with families, she promotes 
positive relationships and parenting and creates links with other agencies which are 
involved with the families, often playing an advocacy role to access services. 

The social work and family mentoring approach of the service is essential so that the 
family environment supports change for the young person and their on-going education. 
Without a holistic approach involving family, the programme is less effective. As one 
staff member said:

And some of them we really believe we can make a big difference to, and some of 
them, I think, yes, we’ll make a difference to you while you’re here. We’ll make a 
difference while you’re being supported in the school but beyond that, unless the 

�	 Family	Works/Nikau	Centre	Social	Worker	Project.	Fifth	Progress	Report:	�8	March	�008
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parents change their life or put boundaries on your life, things are going to fall over 
again. 

The ability of staff to build rapport with the young people and their families is an essential 
feature of their work:

And our social worker, she is living in the same community as them. She’s got kids 
and so they can relate to her. And that is so important (senior teacher).

The Nikau Centre is an example of an agency responding to a community need by 
providing a social work service in a special educational initiative. In the intensive 
programme environment provided by the Nikau Centre, some educational success 
becomes possible, in addition to building life skills for young people and reducing their 
risk of further offending.

On-going participation in education for 75% of this very difficult client group 
indicates the merit of extending provision of this type of intervention for at-risk young 
people. A particular area of need is for the provision of supervised apprenticeships in 
practical skills.

What made this programme effective?
 • Combining education with social work and mentoring for change within the  
  family
 • Young people are given opportunities for building confidence and self-esteem  
  through improved educational achievement and success in activities outside the  
  core curriculum that would otherwise be unavailable to them
 • Young people are supported to persevere when learning new skills
 • Interagency collaboration and advocacy by the social worker on behalf of  
  whānau and families is critical, enabling the needs of both the young person and  
  their family to be addressed
 • A gradual and supported transition back to mainstream classrooms from Nikau 
  Centre staff increases the likelihood of the young person successfully re-engaging  
  in school, particularly when on-going support from other agencies such as CYF  
  is provided.

The future is insecure for this unique educational and social work initiative because the 
funding is not guaranteed. This means that it is hard to retain the specialist teaching staff 
from year to year. The family mentoring and social work component of the programme 
is dependent on fundraising. There is also a tension between the mainstreaming policy of 
the Ministry of Education and the need for a wider range of options for young people, 
particularly those with more severe challenges and barriers to achieving educational 
success. 

Holly House (Presbyterian Support Upper South Island)
The aim of Holly House is to offer a supportive and safe live-in environment for young 
mothers to form safe attachment with their child or new born baby and develop the 
skills to manage their own household independently. The only service of its kind in 
the South Island, it has staff present �4 hours, and offers a comprehensive education 
programme, aimed at equipping the women with practical skills to help them look after 
themselves and their babies.�

Holly House provides for eight young mothers aged �5-�5 years and their babies. The 
residential support is intended to assist mothers to care for their child, and is often a 
preventive measure where CYF have care and protection concerns for the baby. 

�	 Family	Works	Website	Upper	South	Island

��
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The opportunity to care for their own child safely and to continue with education was 
valued by mothers in residence. 

We can go back to school if we want. My baby comes with me... My baby is in full-
time care while I’m in school, and I see her every 45 minutes. It was pretty freaky 
going back into school. 

Referrals for Holly House come through CYF, hospital social workers, midwives, Open 
Home, and self referrals. Since May �008 Holly House has two side-by-side houses: one 
with a more intense shorter term programme and the other a transition house where a 
mother can stay until her baby is one year old. Resident mothers spoke of violence and 
sexual abuse in their family back grounds. 

I was raped when I was little and they use that against me because they don’t think I 
can handle a baby. 

First I’ve got to get custody back, that’s why I’m here. Just show them that I can be a 
good mum that they want me to be and get my whole life sorted so I’m settled and 
no distractions. I got kicked out of school when I was fourteen. 

Most residents succeed in being able to care for their babies. For the few who can’t, 
CYF decide whether that mother and baby live together with family or whānau, or 
whether the child is put in family or whānau care, or foster care, depending on the 
circumstances. 

The main focus is to work with the mothers. Referrals for counselling for mothers can 
be made for the residents. Counselling might include their family members, but links 
with the mother’s families and whānau are usually made through the Strengthening 
Families process. 

What made this programme effective?
 • Intensive and sustained support with parenting for vulnerable young mothers
 • Preventative focus achieved through intensive educational programme, including  
  individual modules and group work, along with �4 hour care. 
 • Opportunities to resume education and recreational activities
 • Wrap around services, including social services, counselling, medical support,  
  access to La Leche or other forms of parent support 
 • Transitional support into independent living. This includes working with  
  HNZC for appropriate housing in terms of community, neighbours, proximity  
  to family, access to child support services 
 • Ongoing follow up for as long as needed, or until another agency takes over 
 • Interagency collaboration 

Holly House offers the opportunity for intensive parenting and educational support. 
The social service provision for long term support to ensure healthy integration into a 
community beyond residential care underlies the high success rate. 
There is a great shortage of programmes like Holly House for young mothers. A lack 
of such facilities has long term implications for young mothers who need additional 
support to establish bonding and nurturing relationships with their babies in the critical 
early years.

Nurturing the Future
This parenting and educational programme was developed by a community leader to 
provide wrap around support for families with intensive needs and open pathways to 
a future of creativity and wellbeing. Nurturing the Future is a free voluntary parenting 
group course for parents with children aged under five. Whilst the programme has 
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ten sessions a number of parents chose to attend the programme several times to get 
longer term support. The programme leader provides additional social work support 
and advocacy on behalf of families including active support for families at Family Group 
Conferences.

Nurturing the Future can be visualised as a mosaic of responses to families that 
includes both preventive support and more specialist interventions for higher risk 
situations. The combination of an educational programme and social work could be 
seen in community development approaches to helping families. The programme leader 
has strong relationships with agencies and is trusted in the community.

The researcher observed a Nurturing the Future group session. In this session issues 
for members included custody and access, financial hardship and Work and Income 
entitlements, housing, support for teenage parents and education and training pathways. 
Parenting issues included addressing alcohol addiction and concerns for the safety of 
young children. 

There were cases of notifications to CYF, with an example of a plan for whānau 
support which meant keeping a baby of a teenage mother at home, and another for 
home based recovery from alcohol addiction. The emphasis in both cases was on 
strengthening the family rather that placing children in foster care. Where possible, 
interventions involved intergenerational participation. For example a teenage mother 
and her baby attended the Nurturing the Future programme with her older sister and 
her grandmother. Furthermore, a network of friendship and reciprocal support often 
forms for participants in Nurturing the Future groups providing a long term support 
network after the programme ends.

What made this programme effective?
 • The ability of the programme leader to quickly establish rapport with a wide  
  range of families and the ability to accurately assess the capacity within families 
  to provide support
 • Ongoing intensive support through a programme that combined parent  
  education with access to community resources and a network of friendships 
 • Engaging intergenerational involvement in parent education
 • Liaison with CYF with proposals for whānau or family care that are backed up  
  with community agency interventions to ensure the safety of children and  
  appropriate support for families
 • Home based support along with a group programme of education 
 • Capacity of the leader to respond to a range of issues involving risk to children,  
  for example from teen pregnancies to alcohol addiction, with knowledge of  
  resources in communities that can be accessed. 
 • Effective advocacy with government agencies and with Māori services to attend  
  to all areas of family and whānau needs. 

The programme leader had developed collaborative relationships of mutual trust and 
respect with CYF staff and was able to propose alternatives to taking children into CYF 
care. These proposals were considered seriously by CYF because the programme leader 
had excellent relationships with families and extensive community networks enabling 
mosaics of support to be mobilised. 

Grandparent support group
It is becoming increasingly common for grandparents to be taking responsibility for 
raising grandchildren3 through both informal family arrangements and more formal 

�	 It	should	be	noted	that	for	Māori	grandparents	raising	mokopuna	is	an	accepted	and	often	welcome	dimension	of	whānau		
	 responsibility	and	care,	with	an	important	value	of	passing	on	knowledge	and	cultural	values	and	te	reo	Māori	across		
	 generations.
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Those	who	were	
in	a	Grandparents	
Raising	Grandchildren	
group	said	that	
all	the	children	
concerned	have	come	
from	traumatised	
circumstances	where	
there	are	care	and	
protection	concerns.	

Family Court arrangements. There are few support services available to grandparents 
raising grandchildren particularly if the grandparent does not have legal guardianship.

A Christian social service agency has established a grand-parenting support group 
that is providing an invaluable service for grandparents who often felt anxious and 
isolated in their new role as second time parents. Many of the grandparents in this group 
shared distressing stories regarding the problems their grown children had in being good 
parents and the difficulties that arose when they took steps to ensure the safety of their 
grandchildren.

For many grandparents the cost of raising grandchildren was causing financial distress. 
A Māori social worker said ‘we have been doing this for hundreds of years, but our 
people do it on their pension’. Another Māori social worker commented that “A lot of 
grandparents are unwell. They are just managing themselves”.

Those who were in a Grandparents Raising Grandchildren group said that all the 
children concerned have come from traumatised circumstances where there are care and 
protection concerns. Taking responsibility for grandchildren brought physical, financial, 
emotional and spiritual effects. A social worker said ‘when they see the grandchild being 
neglected they rescue the grandchild without knowing the implications’. 

A grandmother summed up the issues of child safety that are entwined with complicated 
CYF procedures, costs, emotional care, and the commitments to child protection: 

You hear a lot on the news about kids being abused and killed but people like 
us – we put a lot of emotional energy, physical energy and financial energy into 
protecting children, and the extremes that we have to go to protect these little ones 
seems bizarre when we’re being bombarded on the TV by child abuse cases, it seems 
ridiculous that we have to go to such lengths.

Grandfathers and grandmothers spoke about the challenges they face with grandchildren 
who have been traumatized: 

Let’s be honest – all our grandkids have got problems – emotional problems…it is 
a double burden –you need to be home before they go to school and at 3 o’clock 
– because that’s their love and security – they need that. 

Grandparents in these circumstances were involved with CYF, causing painful tension 
with their own children regarding the care and protection of their grandchildren. Their 
dealings with Work and Income were marked by staff not being knowledgeable about 
entitlements for grandparents, and grandparents being treated with disrespect. One 
example was given of a grandparent sitting in an open plan space in a Work and Income 
office and being questioned about their traumatic experiences with their daughter, 
virtually in public, and being ill advised on courses of action. Being involved with legal 
disputes about custody and child abuse, and having to meet the financial costs of legal 
proceedings were further common experiences. 

Yet what we have had to go through with family court, with lawyers, with WINZ, 
with everybody, everything that we have to go through to protect these children - we 
have to fight tooth and nail … to keep these children safe and yet… the parent’s, 
they’re entitled to it [financial support] and don’t have to prove anything else. We 
have to prove that they are not fit parents. It’s huge, and we have to turn around and 
be a calm and loving parent to their child (grandparent).

Isolation was a further challenge faced by grandparents. For this group, isolation was 
alleviated by the grandparent support group and by a camp for grandparents and 
grandchildren. The following quotes from grandparents illustrate how isolating grand-
parenting can be.



You can’t go to a normal mother’s group because they’ll all ask you questions. 

Friends say, ‘Why do you do it?’ I say ‘Well, what else is there – have them fostered?’

I must admit at my age…we are struggling, finding that the age is a great toll 
sometimes, and that’s a struggle for my husband and I – of fulfilling [our grandson’s] 
needs because, after all, that’s 50 years between him and us.

What made this programme effective?
 • Information on pathways for financial support through CYF and Work and  
  Income with advocacy to access entitlements were shared among the group  
  participants
 • The opportunity to meet with other grandparents undertaking the same  
  responsibilities and openly share worries and concerns was valued
 • The support group provided an access point to other services, such as  
  counselling, mentoring and respite care.
 • The group initiated activities to meet the grandparent’s needs, such as a  
  preschool and a camp. 

Summary 
The case studies and services described in this chapter could broadly be described as 
targeting medium risk families for whom the absence of intervention would mean a 
deepening of issues likely to escalate to crisis point. Christian social service agencies 
provide a wide range of supports to help families experiencing complex problems and 
challenges. A mosaic of support services can be activated by key workers in agencies to 
provide the necessary interventions to keep families together. Successful outcomes for 
families are, however, are contingent on the following:
 • Agency staff being knowledgeable of the services available in their communities  
  (both government services and services offered by community based  
  organisations).
 • Agency staff having the time, resources and flexibility to respond to the wide  
  range of issues that different families present.
 • The ability to establish trusting relationships with families. 
 • Excellent working relationships between community agencies and government  
  departments, particularly CYF.
 • The availability of the right kind of supports – this was particularly difficult in  
  rural areas and for certain issues. There appears to be significant gaps in mental  
  health and addiction treatment as well as little support for parents dealing with  
  their children’s behavioural issues.4 

Christian social services make an important contribution to the service mosaic by 
developing innovative services and programmes to meet community issues. The Nikau 
Centre, Holly House and Nurturing the Future programmes are examples of these. 
Christian social service responses to crisis and post crisis situations for families are 
discussed in the next chapter. 

�	 These	gaps	were	also	noted	in	the	previous	chapter.

A	mosaic	of	support	
services	can	be	
activated	by	key	
workers	in	agencies	to	
provide	the	necessary	
interventions	to	keep	
families	together.
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In this chapter we look at several stories that families shared with us about the 
circumstances that lead them to crisis point. We look at what help they received and 
from whom, and what they found helpful and unhelpful. In some case studies the focus 
will be on post crisis support to restore family stability and wellbeing. It needs to be 
acknowledged the families included in this chapter have all undergone stressful and 
traumatic experiences. The objective of this chapter is to give families a place to voice 
their perspective on events and to identify what we can learn to improve the practice 
of social service agencies working with families in crisis. This chapter builds on the two 
earlier chapters in relation to the ‘continuum of family support’ model. As the case 
studies demonstrate, a mosaic of support is often needed to assist families through the 
crisis, healing, and the restoration process.

Kaye and Rawiri’s story 
Kaye and Rawiri have two young children. They are recovering alcoholics and Kaye 
has a physical disability. Neither of them is in employment and they have no car. Kaye 
describes the family as managing financially but only just – using second hand clothes, 
lay-by and paying off unexpected bills. There is little extended family support.

CYF had been notified that the parents were drinking in front of the children and the 
children were exposed to violence. At the time of the interview Kaye had been dry for 
six months but says her partner was reluctant “to stop partying”. Both Kaye and Rawiri 
were brought up in families that drank heavily. Rawiri had experienced violence and 
abuse whilst growing up. Kaye’s family continues to drink and “doesn’t understand the 
disease”. Kaye describes Rawiri’s parenting as ‘authoritarian’.

A community leader is working closely with the family. A Family Group Conference 
had been held in which CYF social workers proposed that Kaye and Rawiri went into 
a residential alcohol and drug unit for treatment while their two boys were taken into 
temporary care. A community leader who knew the family well, proposed an alternative 
plan:

My answer [is] we’ve got two boys who are damaged by alcohol and violence. Why 
would we move them again from the two people who may get well if we’ve got a 
good plan? So we put a plan in place with AA and Nurture the Future, and random 
urine [tests]. Trouble with CYF is we don’t see them again for three months after 
a plan is put in place. Anyway this is high risk family and boys are little. So they 
accepted our plan. 

The community leader was already supporting the family to wellness. Social networks 
were being developed and services accessed. Kaye was to attend a parenting course and 
the boys were to attend kohanga. The community leader had a good understanding of 

MOSIAC OF SUPPORT – CRISIS AND POST CRISIS
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The removal of children is never a good scenario for anyone - for us as social 
workers, for the family, for the witnesses, for the Police	(social	worker	in	schools)
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the benefits of putting in place sufficient supports to enable the family to stay together.
If these parents can get well in their own home – problem with A&D rehab is 
there is nothing here. We sent them away and disconnect them from supports - 
community, family... If we can’t connect with a well community, we connect with the 
sick community. 

What made services effective for Kaye and Rawiri ?
 • The community leader is a skilled local person with extensive networks. She was  
  able to connect the family with the services they needed and advocated on their  
  behalf with agencies 
 • Kaye and Rawiri trusted the community leader and were open to support and  
  guidance
 • The strengths of the family were recognised – “it’s not what you can do for  
  them – it’s their lives and we can help grow that”
 • The community leader made a commitment to visiting the family regularly and 
  was willing to monitor their progress over the long term
 • The right level of support was put in place – this couldn’t have been done 
  without an in-depth understanding of the disease of alcoholism and the ongoing  
  challenges that this presents
 • A holistic approach was taken – something that is difficult for government  
  agencies to do as they usually specialise in one aspect of a person’s life, such as  
  gaining employment
 • The community leader was able to develop with the family a realistic plan and 
  advocate for it at a Family Group Conference. The family’s alternative plan,  
  developed with the community leader enabled the family to stay together  
  – avoiding the trauma of separation for both the parents and children. 

Reina’s story 
Reina story reflects the importance of crisis and post crisis support. She is a mother of 
three children and comes from a broken home. She is rebuilding her life having served 
two years in prison for fraud. Reina now has custody of her two youngest children, aged 
�� and �3 years, and is living in private rental accommodation – the cost of which is 
impoverishing the family. Her eldest daughter, from a previous relationship, lives with 
Reina’s parents. Reina is reliant on a benefit. Whilst she was in jail the father of her 
two youngest children subjected them to serious abuse. The children did not disclose 
the abuse until after they had been living with their mother for two and half years. 
Both Reina and the children remain traumatised. Reina and her children are receiving 
counselling.
Reina explains why she resorted to fraud:

He was taking money and spending it on drugs. I had to be the man for the family, 
I ended up supporting us... I did anything I could to feed and clothe my kids, but 
their father spent it on drugs and piss. Don’t get me wrong. I allowed it, but I had to 
find ways to feed and clothe them but I did it the wrong way.

The jail term was traumatic for Reina. “I went to jail to feed my kids. It broke me those 
two years. I had to go on medication to put myself to sleep to stop me crying.” However, 
it was while Reina was in jail that she started to regain control over her life:

I’ve changed my life. I’m not with drugs and alcohol and wrong people you hang out 
to get those things. And it’s the jail term that did it. I did anger management, drug 
and alcohol. I did every course you can think of to change my life and to change my 
way of thinking and the decisions that I make, and it helped heaps.

Services	were	
effective	because	a	
holistic	approach	was	
taken	–	something	
that	is	difficult	for	
government	agencies	
to	do	as	they	usually	
specialise	in	one	
aspect	of	a	person’s	
life,	such	as	gaining	
employment.
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The most pressing issue for Reina is poverty. She supplements her income by doing 
odd jobs – I’ll go and get a job, paint a house or shed or something because all I care 
about is my children getting the help they need and having a stable environment, home 
for them.” She has felt pressured to get a job by Work and Income staff but she is not 
prepared to do this until her children have recovered. 

High rental costs have meant that a disproportionate amount of her income is 
committed to housing. After housing costs she has only $30 left for food per week. 
Reina has exhausted her food grants with Work and Income and at the time of the 
interview was contemplating accessing food parcels. As she explains “I don’t have a spare 
cent to get them [her children] a pair of undies. We’ve got to pay rent and power and 
we’ve got to eat”.

Reina became involved with the Christian social service agency through a friend. The 
agency has been providing Reina with social work support. Her social worker accompanied 
her to Work and Income to ensure that she was receiving her full entitlements, which she 
was. A referral was made to the Salvation Army to access emergency food and clothing. 
Family counselling provided by the member social service with Reina and her children 
didn’t work as the children ‘didn’t open up’. Separate specialist trauma counselling has 
been accessed by an external provider for the children. Although Reina has requested 
counselling also, the new provider is deferring counselling for her until the children’s 
counselling is complete. 

Reina’s financial stresses have not been addressed. A follow-up interview revealed that 
her financial plight had worsened. Work and Income had made numerous mistakes with 
her benefit, every time she dealt with them she talked to a different case manager and 
most recently, her benefit had been cut off by mistake. A late benefit payment had meant 
missed counselling sessions as she needed the extra $�0 that the disability allowance 
provided to pay for petrol.

After six months with the member social service agency Reina is no longer a client. A 
lack of positive outcomes from her engagement with the Christian social service provider 
has made Reina reluctant to use them again.

What made services effective for Reina and her family?
 • Access to a range of programmes and courses whilst in jail proved invaluable to  
  Reina because she made the commitment to turning her life around.�

What more needed to be done?
 • Financially, Reina needs to be in a HNZC house so that she has more income  
  available to provide for other necessities such as clothing and food.
 • Even with a HNZC house, Reina is likely to remain in financial hardship as she  
  is dependent on a benefit – the levels of which are too low.
 • Poor case management and errors by Work and Income have caused addition  
  stress.
 • The Christian Social Service Agency needed to build a stronger relationship with 
  Reina. More immediate access to specialised trauma assistance may have 
  assisted.

Leanne’s story 
Leanne has a fourteen year old daughter and a sixteen year old son. Her son lives with 
her full time and she shares care for her daughter with her mother-in-law. Five years ago 
Leanne separated from her abusive partner and took a Protection Order out against him. 
She stayed in the family home. She had recently returned to full time work to support 

�	 However	Reina’s	jail	term	of	two	years	was	devastating	for	her	family.	Community	based	family	wraparound	support	could	have		
	 been	equally	effective	rather	than	a	period	of	incarceration	for	the	mother.



the family after recovering from back surgery. Her income is supplemented by Working 
for Families. She is responsible for paying the mortgage and receives no child support 
from her partner. The years of abuse have taken their toll – Leanne has had a nervous 
breakdown and her daughter “has started going a bit crazy”.

Leanne and her children have endured domestic violence fuelled by her ex-partner’s 
long history of drug addiction (including ‘P’) and mental health problems. At one point 
her partner kidnapped the children and then took an overdose. For Leanne, the journey 
to safety has been difficult:

The abuse and crap I’ve gone through with him – and the kids experienced it, the 
kids were scared – I couldn’t get rid of him, I couldn’t get any help. Every counselling 
session we went to there was a major fight – nothing ever got resolved.

I’d been put into hospital a few times – fractured skull, broken cheekbone, cracked 
ribs

She explains how her partner broke into the house, in spite of a Protection Order, and 
that the Protection Order failed to keep her family safe until she became insistent:

He’d come in, force his way into the house, put a few holes in the doors. It is his 
house as well – it is a joint house, but he wasn’t allowed in there. He smashed up his 
own house so what do I want the police to do about it? The police wouldn’t help me. 
So this carried on for a while and then I started standing my ground because he was 
ringing my cell phone and I knew he was at my house, so I dropped the kids off and 
I’d go to the police station and I’d say, “you better get a police officer around there 
now.” “No, we can’t do that.” “Well, I’m not bloody leaving –“ It wasn’t until I got 
really nasty that they finally did something.

Leanne has used a refuge several times but no longer finds this a useful option. She is 
reluctant to keep disrupting the children’s school while going in to refuge. The cost of 
paying for both rental at the refuge and the mortgage is also prohibitive. Her partner is 
currently in jail and she is feeling temporarily safe. 

The member social service agency became involved when Leanne contacted the Police 
with concerns about her daughter’s violent behaviour. The police officer she spoke with, 
who was familiar with her history, put her in touch with both CYF and the member 
social service. For Leanne it was the support from this officer and her social worker that 
has been the turning point.

The social worker is the one that’s made me strong and that officer– the constable. 
He’s a really nice guy too. He was the cop that did it for me. He was sick of hearing 
me ringing me up – not in that sense – but he said to me, “this is stupid, Leanne, 
how long has this been going on for?’

There was a move from CYF to take her daughter into care, but the Church agency social 
worker intervened and put in place shared care arrangements with the grandmother. 
Leanne is going through the procedures to get ACC to pay for a psychologist. She gets 
a hard time from her children, who blame her for putting their father in jail. She wants 
to stay where she is living because of having a job and of feeling safe because the police 
know her case and because of the support from the social worker. 

What made support services effective for Leanne?
 • The member social service agency has provided Leanne with social work  
  support, counselling and parenting support, and support with care of her  
  daughter 
 • The availability of a professional to talk to at any time has been critical during  
  crisis periods
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 • Leanne’s social worker and counsellor have taken the time to become familiar  
  with Leanne’s current situation and history so they are well informed and in a  
  better position to support her and advocate for her with other agencies. Leanne 
  was worried that CYF would have taken her daughter if her social worker hadn’t  
  intervened with an alternative strategy – “She knew more than CYF knew”
 • The service has been effective according to Leanne because of good  
  communication between everyone involved
 • Effective support from a Police officer that led to a turning point.

Shortcomings in services
 • Leanne shared many stories of her ex-partner getting away with abusive  
  behaviour and professionals not following through. For example a court  
  appointed counsellor witnessed a violent episode that took place during a  
  counselling session and did not report it to the Police. Leanne reported it but  
  the Police officer responsible for taking that counsellor’s statement changed  
  section and the report was never responded to
 • Leanne experienced many problems getting an adequate response from the  
  Police in the first two years after she obtained the Protection Order. Her  
  ex-partner continually breached the order. It was only when a particular officer  
  intervened and followed through that she felt the Police and the Protection  
  Order were effective. Now that her circumstances are recognised by the local  
  Police she is unwilling to move –“ I want the safety and I want to be known”
 • A lack of support and appropriate interventions for her ex-partner’s addictions  
  and mental health problems meant that his behaviour escalated to crisis point  
  several times.

Challenges that remain for Leanne include accessing a psychologist, providing financially 
for her children – particularly their health and recreational needs, dealing with her 
children’s behavioural problems (they are angry and blame her that dad is in jail), 
overcoming loneliness and maintaining family safety once her ex partner is released. 
On-going support is available from the Christian social service agency for as long has 
Leanne needs it. A mosaic of support is likely to be needed for some time given the crises 
that this family has experienced.

INNOVATIVE CRISIS SUPPORT PROGRAMMES

In this section two innovative programme developed by Christian social service 
providers are discussed. The first programme provides a safe residential environment for 
young people with a history of failed CYF placements. The second programme provides 
an opportunity for young mothers to have their children returned to them. In both 
examples an agency has designed an intensive programme to address an issue for which 
there is no alternative service. 

Te Whare Whakapakari (Wesley Community Action)
Te Whare Whakapakari consists of two residential homes - Te Whare Wahine for young 
women and Te Whare Tane for the young men. Both Te Whare Wahine and Te Whare 
Tane offer unique services for young people, many of whom have a history of multiple 
CYF placements. The two homes work closely together with joint programmes and 
activities. 

Young people aged between �� and �7 years are supported by full-time house parents, 
and a professional youth team (youth workers and social workers) along with a range 
of supportive organisations and individuals. Through providing stable and caring living 



arrangements young people are giving an opportunity to reach their potential. Some stay 
for up to two years. Young people are referred by CYF which also provides most of the 
funding.�

Many of the young people at Te Whare Whakapakari have experienced neglect, 
trauma and abuse; have struggled academically; many have health and behavioural 
problems. One of the aims of the home is to enable trusting relationships with adults to 
be rebuilt.

A team approach is taken by staff to support young people. A youth worker designs 
activities and therapeutic programmes according to the needs of the young people in 
residence. A social worker works closely with the families and caregivers of the young 
people, maintaining communication and sometimes mediating when a young person has 
had an argument with their parent. Advocacy with schools on behalf of the young people 
is also an important role – “we rely on good relationships and good communication with 
the schools” (social worker). Schools are encouraged by staff to re-orient their focus to 
the young person’s strengths rather than focusing relatively unimportant things such as 
uniform infringements. The tendency of schools to operate from a deficit perspective 
rather than a strength based approach was identified as an on-going challenge.

All programme staff work with a strengths based approach: “we work with the strengths 
of the young person and build and build”. The programme’s team leader elaborates:

As social service workers we always work from behind a person, even though they’re 
children they have a lot to contribute to their lives. For all young people, all meetings 
and decisions are made with the young person. 

A strength based approach permeates all aspects of their practice. For example young 
people are aware of everything that is done that effects them, their input is always invited 
and their files3 are open (under staff supervision). Te Whare Whakapakari focuses on the 
positive; on hope for the future. Young people are taught the skills to react differently 
to the world:

We might never fix the systems but you can control how you react back, it’s about 
how you retaliate (team leader).

Behaviour and anger management are important components of the programme as 
is the importance of listening. A mentoring approach is sometimes more effective for 
young people than group counselling. A mentoring approach enables a young person to 
develop a relationship – they will often open up after a rapport has been established.

The young people who attend Te Whare Whakapakari are provided with a unique 
opportunity to overcome a range of challenges that most adolescents do not need to 
contend with. Many have been emotionally damaged by multiple care placements. Te 
Whare Whakapakari offers hope for young people who would otherwise face lock up in 
CYF residential secure units. 

What makes Te Whare Whakapakari effective?
 • As a residential service the young people have support available to them twenty  
  four hours a day
 • A strength based approach is critical to all aspects of the programme – the staff  
  express faith in the individual abilities of each resident and help young people to  
  become aspirational and achievement focussed
 • The programme is holistic and responds to the individual and varied needs of its  
  residents – including health, education, family relationships, life skills etc
 • Staff walk the talk – their practice reflects their philosophy 

�	 www.wesleyca.org.nz/Site/Children/Te_Whare.aspx
�	 This	policy	excludes	files	for	which	the	agency	is	not	the	author	e.g.	CYF	files.
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On-site	trained	social	
workers	and	support	
staff	help	the	women	
to	work	through	
a	range	of	issues	
including	addictions,	
domestic	violence	and	
trauma	recovery.

 • Young people are reconnected with their families, schools and community.

Merivale Whānau Development Centre (Iosis Family Solutions)
The Merivale Whānau Development Centre offers a residential programme to reunite 
mothers with their children where children have been removed by CYF due to care and 
protection concerns. The centre can cater for up to �� families. On average CYF referred 
clients stay at the centre for 4-6 months although some may stay for up to one year. 

On-site trained social workers and support staff help the women to work through a 
range of issues including addictions, domestic violence and trauma recovery. Practical 
advice is provided on budgeting and cooking in additional to extensive parenting support. 
Alongside building life-skills a range of counselling services are offered and advocacy 
support provided with a range of agencies. The needs of children are well catered for via 
school groups, homework groups and other programmes.

All of the women interviewed had experienced the abuse and trauma of domestic 
violence. In the words of one woman resident:

My family are all violent. My mum was quite violent to me. My sisters were violent. 
They were all violent but in control. I can be violent a lot of the time. 

Many of women on the programme have experienced neglect themselves and this is a 
part of the reason they have neglected their children:

If they’re deeply neglected themselves they have no resources to draw on. Nurturing 
is a huge factor. They need an experience themselves of being cared for …so they 
have some concept of what that might be.

The residential environment provides young women with boundaries, routines and 
stability. As one social worker explained, a safe and stable environment gives women 
the space “to see the chaos that caused them to come here”. With the support of staff 
the women are able to identify the changes they need to make, and staff help them to 
maintain these changes.

It is not easy for the young women on the programme to overcome entrenched and 
intergenerational patterns. There are also strong emotional and financial reasons for 
returning to abusive partners:

A woman can be dependent on her partner for money. She is dependent on him for 
taking their son to soccer, or karate. It’s better to have a dad there. He is not violent 
all the time. His relationship with kids might be okay. It’s not all about being a 
dangerous person. She’s dependent on someone who will help her with the kids, get 
her to the doctor. (social worker)

The programme has a view beyond building immediate parenting capacity. For example 
a young woman may identify the desire to gain employment and plans are developed to 
assist in accessing training. 

Networks with other agencies bring in services needed for residents. A drug and 
alcohol service and a pregnancy and parenting service are also regularly used.

A follow through process is put in place to support the transition to independent 
living. Centre staff liaise with HNZC to access appropriate housing for women and 
their children after they leave the programme. Often a Strengthening Families meeting is 
called through which continuing support can be arranged such as Family Start. A social 
worker from the Centre continues to have a monitoring role in the transition period. 

The CEO of the host agency reported that a growing number of children are being 
returned to their mothers after completing the residential programme offered by 
Merivale. In �007, 46 children were able to be returned to the permanent care of their 
mother as a direct result of the programme.



What made Merivale Whānau Development Centre effective?
 • Intensive �4 hour care and support to reunite children with heir mothers
 • Skilled staff who are able to support mothers and access external specialist  
  services when needed
 • Wrap around support with programmes that address histories of life trauma for  
  mothers as well as intensive parenting programmes
 • Attention to physical and mental health, with practical skills to maintain health
 • Liaison with other relevant support services and government agencies including  
  HNZC, Work and Income, CYF and Police. 
 • Transition support for families on leaving the centre.

The intensive support for babies and children to return to the safe care of their mothers 
is a service all too rarely available in New Zealand. The value of residential services to 
provide intensive support at a post and pre-crisis stage is an important consideration for 
service provision. 

Summary of mosaic chapters
The last three chapters have described a range of activities and services that Christian 
social services offer to support families across a continuum of need. In Chapter five 
examples were given of both informal and formal early intervention services, from 
coffee groups through to structured programmes like Family Start. In Chapter six the 
more intensive services that families with more complex needs require were discussed. 
Case studies and examples of innovative services were used to illustrate the mosaic of 
supports and services (both government and community based) that Christian agency 
staff can activate to help families through challenging times and prevent the escalation 
of risk. Case studies were also used in Chapter seven to demonstrate the intensive and 
specialist services that Christian agencies provide to families in crisis and post crisis 
support activities.

Outcomes for children and families are improved when families are able to access the 
supports they need. These are likely to include a mix or mosaic of services and activities 
provided by both government and non government agencies. Service provision is most 
effective when the professionals involved have good working relationships, are skilled in 
their respective professions and are adequately resourced to carry out their roles. 

Healthy family relationships and good parenting skills can be effectively fostered across 
the continuum of need when the right mosaic of services is accessed. Christian social 
service agencies are ideally placed to work with families and mobilise these services in 
an integrated way, so that families access a range of services often delivered by different 
agencies.

The effective provision of services for families across the continuum is contingent on a 
supportive policy environment. This environment must recognise the equally important 
roles and contributions of government and non government services in supporting 
families. It needs to be designed to enhance the strengths that different parts of the 
system offer. 

Grassroots Voices has demonstrated that the strength of Christian agencies lie in their 
ability to easily engage with families at all levels, to walk alongside families and support 
the changes they want to make, and the ability to rebuild social connections between 
families and their communities. The development of innovative responses to specific 
local issues by Christian providers is also important. 

Better outcomes for families can be achieved when the contracting and funding 
environment allows for the flexible use of resources, when resources are sufficient, and 
when the mechanism genuinely reflects a partnership approach. 
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Recommendations:
 • To enhance good communication and collaboration between the different parts  
  of the sector an overarching policy for children and families is needed
 • The overarching policy for children and families needs to be accompanied by an  
  operation policy to guide service development4

 • Government sector agencies that have an impact on the well being of children  
  need to be held collectively accountable for their outcomes. The Ministries of  
  Health, Education, Jusice, Social Development and Police should have shared 
  wellbeing for children outcomes (and performance targets) in their annual  
  agreements to Ministers
 • Full funding of community organisations for the provision of essential social  
  services for vulnerable families, children and young people is required so that a 
  sustainable mosaic of services is available in all New Zealand communities
 • A collaborative approach is needed to work through the issues associated  
  with contracting and funding for community organisations affected by  
  Differential Response
 • If Differential Response is to be the main mechanism through which families 
   access a mosaic of support across the continuum, the model needs to ensure 
  that all parties, including families, understand their roles and responsibilities,  
  are resourced to provide the support services, and that compliance and reporting  
  requirements are reasonable
 • That the outcomes based contracts being developed by MSD recognise both  
  lead and support agency contribution to achieving positive results as this will  
  enhance collaborative activity. 

�	 The	Positive	Ageing	Strategy	and	the	Health	of	Older	People	strategy	are	examples	of	this	policy	framework.



CHAPTER

8
This chapter further elaborates on some of the important themes raised by families and 
Christian agency staff mentioned in the preceding chapters; in particular how Christian 
and other organisations respond to te Tiriti o Waitangi and to providing services which 
are responsive to Māori. Some consideration is given to working with Pacific peoples. 
Christian social service organisations prioritise holistic social work practice and this 
does not always accord with the statutory child protection requirements of the Children 
Young Person’s and their Families Act (�989). The tensions that can exist between this 
holistic social work approach and the regulatory requirements of the Children Young 
Person’s and their Families Act are explored.

The Children Young Person’s and their Families Act (�989) was seen as visionary 
and of continuing relevance by many agency staff. Many agreed with its recent review 
and proposed amendments.� Visionary provisions in this Act include the incorporation 
of Māori value systems. These are highlighted in the clauses relating to Family Group 
Conferences and clauses that reflect responsiveness to Māori. Family Group Conferences 
provide for the involvement of the whānau whanui (wider family) in decisions about the 
safe care and wellbeing of a child, and the first principle of the Act states that ‘wherever 
possible a child’s or young person’s family, whānau, hapu, iwi and family group should 
participate in making decisions about the child or young person’ and that regard be given 
to their views. Responsiveness to Māori is an ethical and social justice responsibility 
for Christian social services and extends to te Tiriti o Waitangi commitments in the 
area of Christian social service governance and practice. Member agencies identified a 
range of governance and management arrangements, as well as policies and practices for 
responding to Māori clients. 

The statutory responsibilities of government agencies, under the Children Young 
Person’s and their Families Act, means that CYF social work operates within a legal 
and regulatory framework that gives these workers the power to remove children from 
their families. Their procedures are designed to meet the requirements of the legislation, 
i.e. that the health and safety of the child is of paramount importance. The delicate 
philosophical and practice tensions between the principle of the paramountcy of the 
child, and the desire to work holistically and in strength based ways to preserve families, 
is discussed. This balance is important to the public, to government and non government 
organisations, to the social professionals who work with children and to families who 
come to the notice of CYF.

Christian social services and other community based organisations work from different 
paradigms which arise from the philosophy and mission of each agency. Christian social 
services have the capacity to initiate innovative service responses to community needs as 
they emerge. A number of these service responses have been discussed in earlier chapters 
and include services related to parenting and grand-parenting; a unit for teenage boys at 
risk of suspension or expulsion from school and a residential home to restore children 

�	 The	Children	Young	People	and	their	Families	Amendment	(No.6)	Bill	is	awaiting	its	second	reading	before	Parliament.
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and young people to whānau and their families. 
The second part of the chapter brings together the elements of effective practice as 

identified by families and agency staff regarding the provision of care and protection (and 
youth justice) services by CYF. Co-ordination and collaboration are needed to overcome 
fragmentation, duplication of and competition for services, and to bring coherence to 
service delivery to families. Some shortcomings in CYF service delivery identified by 
the participants in this research are discussed with a view to considering the critical 
factors needed to improve support services for families. Families are best supported with 
a mosaic of services provided by both community organisations and CYF which are 
accessed through integrated services across sectors and agencies. In order for this to take 
place there must be a clear understanding of the different strengths and challenges that 
community organisations and CYF face.

Te Tiriti o Waitangi and responsiveness to Māori 
Wellbeing issues that affect Māori and responses by Christian and other providers of 
social services to these issues were deliberately sought in the implementation of this 
research and have been threaded through this report. This resulted in several kaupapa 
Māori agencies (agencies that operate within the basis of a Māori world view) that were 
not members of NZCCSS participating in this research. These agencies were selected on 
the recommendation of NZCCSS agencies – agencies with which the kaupapa Māori 
organisations had close working relationships. Every kaupapa Māori agency approached 
agreed to participate.

In this section explicit attention is given to te Tiriti o Waitangi social justice and the 
disproportionate representation of Māori living in poverty and in the negative statistics 
in welfare, health and education.� While these negative statistics are in direct contrast to 
the emerging picture of Māori as source of positive economic and social development 
this potential is still to have a direct impact on the socio economic position of many 
Māori. Most Christian social service agencies recognise their social justice and Tiriti o 
Waitangi obligations to support Māori in achieving their aspirations. Many Christian 
social service organisations are yet to achieve a structure of governance and delivery 
which gives full effect to these Tiriti obligations.

The agreements of te Tiriti o Waitangi are of historical and current significance with 
implications for relationships and for institutions in Aotearoa-New Zealand. Some 
Christian social service agencies put forward a structural analysis of te Tiriti o Waitangi 
and its translation into agency governance and practice. 

Christian social services associated with churches which have Treaty governance 
structures, are also likely to have Treaty policies in their service provision. A large agency 
that is linked with one such Church and which has nation-wide service delivery interprets 
te Tiriti o Waitangi as a covenant. This corresponds to the organisations covenantal 
understanding of social work. This covenantal approach is central to the operation of 
the organisation. Its operational model reinforces the centrality of the commitment 
to te Tiriti through the appointment of a cultural manager who is responsible for the 
organisational implementation of Treaty policies and the training of staff. 

The Anglican and Methodist Churches have structures to correspond with te Tiriti 
o Waitangi frameworks in governance. In the Anglican model the Treaty framework 
also makes provision for Tikanga Pasifika. Te Hahi Weteriana is a bicultural structure 
composed of Te Taha Māori and Tauiwi. A CEO of an Anglican service agency spoke of 
their practice emphasising the living relationship of te Tiriti o Waitangi. 

 It is therefore not a template but a relationship which anticipates ongoing 
evolutionary development. It is an adaptive, emerging reflective process. We expect 

�	 Ministry	of	Social	Development.	Social	Report	�008.	For	example	��.9%	of	school	leavers	with	NCEA	level	�	or	above,	were	Māori,	
	 in	contrast	to	�7.�%	Europeans	and	�6%	Pacific	peoples	(:�9).	Māori	have	approximately	8	years	lower	life	expectancy	that		
	 Europeans(:��).	In	�007	the	equivalised	medium	household	income	for	Māori	was	$�0,000,	and	for	Europeans	$�8,�00(:6�).
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to be modifying, changing, listening, learning as we go along the way (CEO).

This living relationship has structural dimensions, such as the tumuaki (Māori president) 
of the church being involved in governance by being on the Board of the agency. Their 
kaumatua is involved in advising the agency on matters of tikanga, in training, and 
in building their engagement in concepts and values of te ao Māori, the Māori world 
view. 

Our kaumatua is mandated by tangata whenua of this area to represent mana 
whenua in our agency. Yesterday at a meeting he led us in tikanga, and as part of that 
he teaches the staff waiata of mana whenua (CEO)

Training is given in tikanga Māori and te Tiriti o Waitangi. This is in place for the 
youth and community development teams, but it is more challenging for aged care 
facilities which have shift workers and high numbers of immigrant staff. In a session on 
tikanga they talked about how ‘mauri, mana and tapu’, three essences of te ao Māori 
correspond to strength base practice where mana is enhanced, mauri acknowledged and 
tapu respected. 
Some organisations had established senior Māori advisory roles in their services 

We appointed an advisor last year, so I can create better relationships in the 
community. If there are a large number of Māori in distress and trust relationships 
are a critical part of helping to support people out of that distress then we need to 
have staff who can create trust with Māori. So we need advice, and support and 
training on that.

We have been really aware that a really large proportion of [our] clients are Māori…
You need to respond to that. Even setting aside structural issues like the Treaty, it’s 
about being able to understand and respond to people’s needs (CEO).

In organisations with senior Māori advisory positions which participated in the 
Grassroots Voices research it was noteworthy that a senior Māori social worker in these 
agencies attended all interviews with Māori clients to manaaki (enhance the mana of ) the 
clients and tautoko (support) to the process. The presence of a senior Māori professional 
brought a sense of support and trust to the family being visited, and in some cases, gave 
an opportunity for new information from the family and further avenues of support to 
be followed up. This took place in three agencies visited which had Māori staff, and could 
equally be transferred as a model of practice to all services. An example of the benefits to 
Māori clients of having Māori social workers is illustrated in the following story: 

I actually liked anger management eh, just cause it opened my eyes up to a lot of 
things – just because it was run by a whānau as well – so I was comfortable to go 
there to start off. And just realising there were lots of things that I was doing that I 
shouldn’t be doing. ‘Cause it was a male Māori programme for violence – so it was 
based on tikanga and Māori first – and then it went back through the whakapapa of 
violence – so it gave me a clear understanding of where it comes from, and where it 
is today. The person who runs it – his passion is to make all Māori non-violent. 

Māori social workers have complex roles; they work with their own agency, in consultative 
roles with other agencies, and with government departments on case management of 
Māori families. Their own whānau, hapu, iwi and urban Māori communities also hold 
them responsible for achieving outcomes consistent with Māori values. These roles bring 
a depth of cultural responsiveness to agencies and a quality of being woven into iwi and 
whānau and Māori organisations. 

Across the range of Christian social services involved in this research there was a 
desire by management to be responsive to Māori and to be more effective in operating 
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from a Treaty perspective. This personal commitment was illustrated by an agency CEO 
explaining his belief that the incidence of violence amongst Māori is directly derived 
from the historical trauma inflicted on Māori communities, of having resources stripped 
and knowledge systems devalued and social systems destroyed. 

In agencies that have implemented Treaty frameworks in governance there are a range 
of innovative and dynamic systems to express Treaty partnerships and responsiveness to 
Māori in service delivery. Culturally appropriate services can mean clients are referred 
to iwi providers. 

It is not always possible to refer Māori clients on, or to provide Māori staff. This can 
result in inappropriate work with Māori clients as illustrated in the following quote from 
a kaupapa Māori agency: 

There’s still a big issue with non-Māori working with our people (CEO Māori 
agency). 

The ability of kaupapa Māori organisations to respond to the many calls placed upon 
them and to provide clinically trained staff was also highlighted;

Our people are never given the same opportunity to be supported to be trained. 
They’re not funded (CEO Māori agency). 

Culturally appropriate service delivery requires professional development to build the 
capacity to work sensitively with other cultures. One Christian provider expressed 
concern about the ‘cultural bias’ (the belief that one’s own world view is superior to that 
of other cultures) she had observed in social work practice and suggested that “workers 
need to be assessed on their own biases with regard to the cultural and personal identities 
of families” because these biases can get in the way of good outcomes for families. 
The potential for this kind of bias within Christian social service agencies and for the 
unknowing implementation of inappropriate social services for Māori by these workers 
highlights the need to prioritise professional development in understanding Treaty issues 
and in delivering services that are responsive to Māori.

As well as professional development of existing workers some Christian social service 
agencies are working towards employing more Māori staff, and this is having an effect 
on the practices these agencies. The emphasis in these organisations is on getting a better 
representation of Māori staff thus creating an environment where responsiveness to 
Māori becomes more imbedded their operational frameworks.

Having Māori staff has impacted how we do things. People speak up about what’s 
important to them. So many organisations say lots of great stuff but don’t do it. I’d 
rather we were doing it first and then put it into words. (CEO)

Kaupapa Māori services
As indicated non-member kaupapa Māori agencies were participants in this research. 
This section explores some of the issues and responses identified by these agencies.

One kaupapa Māori agency has a process for enabling non-Māori staff to support the 
philosophy of the agency and the distinctive cultural approaches to social work which 
define its practice models. Part of that process included staff working within the Māori 
world view of the agency, even though they may not be Māori themselves. 

In their agency and in their social work, food is central to developing and maintaining 
respectful relationships. Sharing food is consistent with the Māori value of manaakitanga 
(enhancing mana through hospitality). They cited the sharing of food as ‘balancing 
power, normalising relationships and being an essential part of social services’. 

For this agency whanaungatanga (relationships) are achieved by being intimately 
engaged with their community through whakapapa (genealogical) links, and this relational 
process empowers and drives their social work. As noted elsewhere, koha (contributing, 
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gifting) is the basis for a system of sharing and reciprocity within the agency and with 
those who come for social service support. For their staff, tangihanga (funeral, wake) are 
considered as wānanga (places of learning), providing the opportunity to be immersed 
in tikanga Māori (Māori culture) and to enhance whakapapa relationships. Work is not 
clearly differentiated from leisure, with weekends often taken up with iwi work and 
whānau responsibilities. 

There were several examples of mutually beneficial collaboration with other agencies, 
including their team of social workers in schools who were explicitly supporting Māori 
and non-Māori children. This kaupapa Māori agency’s procedure for CYF assessments led 
to a request from CYF to train their staff. The agency had a contract for intensive social 
work with ten families assigned to them. Some of these had complex intergenerational 
issues which they considered they were better equipped to deal with than CYF, because 
of their cultural design in their programmes. 

Some of their wider issues for kaupapa Māori agencies related to a mismatch in work 
programmes and goals between them and statutory bodies and other agencies in the 
sector. Some of the issues noted were having an accredited programme for men, but 
having few referrals from Corrections and being the only Māori ‘voice’ in the Te Rito 
group when 50% of violence in the area affects whānau. In the view of one agency these 
figures should mean that Māori agencies attract 50% of the funding. The need for a 
‘Māori house or marae for drug users to have a time out place’ with programme leaders 
with a good knowledge of remedial work for drug abuse was also identified by a Māori 
agency. 

This kaupapa Māori agency described their domestic violence work as education 
oriented, rather than being focussed on anger management, with 80% of men in the 
programme going on to higher learning. The Mauriora training they have developed is 
designed on Māori concepts for addressing domestic violence. An advisor for support and 
cultural guidance is assigned to all contracts for quality control. This agency proposed 
that different forms of evaluation from those required in contracts were required to 
measure progress. They believed outcomes should recognise a healing process and growth 
cycles, which might be assessed in terms the social workers identified as ‘mana, ihi and 
wehi’. Concepts which they saw as part of an inter-related world view in which spiritual 
influence, well-being and qualities of confidence and generosity are interwoven. 

Holistic practice was a priority for kaupapa Māori agencies. Holistic practice means 
providing services across a spectrum of need. A Māori agency spoke at length about 
services which involved contracts with a range of Ministries including Health, Housing, 
Justice and Social Development. The agency was burdened by having to manage a range 
of contracts with different accountability procedures. They reported that they were 
working with government officials on a way to resolve the issues via a co-ordinated 
contractual system that meets the requirements of their agency as well as all of the 
government agencies. 

Summary: effective Treaty implementation and responsiveness to Māori in agency 
practice
The list below identifies the main points of effective practice in agency recognition of 
te Tiriti o Waitangi and in providing social services that are responsive to Māori. It is 
a gathering together of areas of practice that were identified by agencies and have been 
referred to in various places in the report, and in this section of chapter eight. 
 • Provisions for governance arrangements that give effect to te Tiriti o Waitangi  
  agreements
 • Employment of and support for Māori social workers
 • Collaboration between Christian social service agencies and iwi providers, and  
  kaupapa Māori providers

�3CHAPTER	�			HOLISTIC SOCIAL WORK



 • Holistic practice and Māori values in services
 • Prioritising an ethic of respectful relationships in all areas of social work  
  – between agencies, between practitioners and with clients
 • Extended whānau support for at-risk whānau
 • Māori designed programmes which work with Māori world views, with  
  appropriate tikanga integrated into services and outcomes 
 • Collaboration between Māori agencies and other community based social  
  services and government agencies
 • Training and professional development for Māori workers as well as for non 
  -Māori to work responsively with Māori clients
 • Contracts which facilitate cross sector collaboration 
 • Deliberate development of a responsive environment for engaging with and  
  achieving positive outcomes for Māori clients.

Areas of concern 
A number of Christian providers who work with Māori and non-Māori identified 
the different contracting and compliance requirements across different government 
departments as an issue for them. It is acknowledged that work on multi government 
agency contracts is being implemented by some ministries, however, it remains an issue 
for many social service agencies. This indicates that further work in this area is needed 
in order to ensure that the primary focus of supporting whānau is not compromised by 
compliance requirements.

There were also concerns regarding the inequitable distribution of resources, that is, 
the need for a higher proportion of funding to be dedicated to services for Māori. It was 
felt that contractual provisions could be made that respect tikanga Māori and kaupapa 
Māori frameworks for services. Additionally, thought needs to be given to how to better 
resource the capacity of whānau to provide care for ‘at risk’ extended family members.

As noted in chapter four on poverty and in chapter six regarding grand-parenting 
support groups, better provision needs to be made for tipuna/grandparents in a way 
that respects the tikanga of intergenerational care. Having to resort to CYF notification 
procedures, legal processes for custody and guardianship, and having to meet Work and 
Income categories is at odds with the cultural norm of intergenerational care. Some 
families were explicitly offended by having to resort to these systems when they were 
expecting to simply accommodate the new family circumstances. MSD workers need 
to accommodate both MSD accountability and system requirements and the Māori 
cultural norms of whānau intergenerational responsibility. 

Within a continuum of responses from no Treaty engagement at one end, to fully 
integrated Tiriti o Waitangi governance and operation frameworks at the other, Christian 
social service agencies were clustered further towards the former. Some Christian 
social service agencies have taken significant steps in meeting their Tiriti o Waitangi 
commitments and are delivering highly responsive to Māori services, the majority need 
to consider and then follow this example.

The tendency of agencies to link services for Māori and Pacific peoples under one 
category is of concern. One manager distinguished between Treaty responsibility of 
social service provision for Māori and those provided for Pacific peoples by clarifying 
‘The Treaty is with the Treaty partner’. Whereas the driver for the provision of services to 
Pacific people were determined by contractual obligations and the Christian imperative 
of providing social justice outcomes for people in need.

Services for and responsiveness to Pacific peoples 
Services that are responsive to Pacific communities were identifiable by the employment 
of Pacific staff to work with Pacific communities, or by social workers who had become 
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attuned to the cultural values of Pacific people, and their particular needs and pressures 
in Aotearoa-New Zealand. Specific training for responsiveness to Pacific cultures was not 
identified by participating agencies. 

There were some examples of agency structures and of staff arrangements made to 
respond to Pacific communities. A sample of practices and activities are given below.
 • A Pacific advisor in one agency has an advisory and consultative role in the  
  wider community with CYF and Work and Income and other social services,  
  and often works with Pacific men. She identified the Repeal of Section 59 of the  
  Crimes Act as an area where Pacific people needed advice. She also identified  
  stress caused by obligations to send remittances home.
 • A leader of anger management work in another agency had developed a cultural  
  model for anger intervention with Pacific families, and when working intensively  
  with men had developed a therapeutic tool to assist in behaviour management. 
 • A Pacific social worker employed by an agency who could communicate in at  
  least three Pacific languages meant that those with less competence in English  
  could be supported in social work needs and in liaison with the community. 
 • One agency has employed a Pacific social worker to provide advice and support  
  (on affordable housing, budgeting etc) to the Pacific workers employed at a local  
  industry.
 • A social worker in an area with a large Pacific population appreciated the  
  importance of obligations to extended family, community and church. Her  
  budgeting programme included provision for these commitments and also gave  
  strategies for managing contributions according to people’s incomes. She also  
  had constructive strategies for resisting loans and managing loan repayments. 

Children Young Person’s and their Families Act and practice tensions
The legislation that requires CYF to provide care and protection for those children at 
risk of abuse or neglect and to address youth offending is the Children Young Persons 
and their Families Act (�989). This legislation allows for the removal of abused and or 
neglected children and young people from the care of their parents and families into the 
care of the State. In order for children to be removed CYF social workers must be able to 
show the Family Court that they are at serious risk and obtain a Warrant or Court Order. 
Before this can be issued the Act requires that a Family Group Conference is held prior 
to the Family Court decision.

The principles outlined in the Act guide the decision making of CYF social workers. 
For example, principle�3(b)(i) makes it explicit that the primary role of caring for and 
protection children and young people lies with their family, whānau, hapu and iwi and 
that they should be supported to carry out this role. Section 5 states that wherever 
possible families should be the involved in decision making and that the relationship, 
whenever possible, should be maintained and strengthened.

During interviews with Christian social service providers it became apparent that there 
was a perceived divide between how some CYF social workers engage with families (and 
the decisions they made), and the interventions that the Christian social service agency 
thought were more appropriate. CYF was seen as overworked, risk averse and more likely 
to take a forensic investigative type of approach, whereas (in general) Christian providers 
felt that a holistic strength based approach to families and the mobilisation of a mosaic 
of support services was more effective. Christian agency staff sometimes felt that the 
emotional damage of the removal of children from their families was under-estimated by 
CYF, in terms of impact on the child, the parents and other family members.

Effective CYF social work practice
In interviews with social workers, agency CEOs and with families, a number of 
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characteristics of effective practice by CYF were identified. There was general consensus 
that CYF services were helpful for families when CYF staff developed relationships of 
trust, worked collaboratively with others, had good relationships with iwi and appropriate 
professional development. This helpfulness would be further enhanced when they were 
able to take a strengths based, holistic approach.

Relationships	with	whānau/families
Building trust with whānau/families was the basis for being able to proceed with putting 
in place resources to support parents, caregivers and children. Establishing a trusting 
relationship takes sensitive social work, the ability to reengage with extended family 
networks, comprehensive knowledge of resources available in the community, and well 
established networks to access them. Using a strength based approach where possible was 
seen as helpful in establishing good relationships with families. 

Collaboration
Agency staff and clients spoke of good collaborative relationships with CYF and of good 
outcomes for children in case work. In one case the involvement of a CYF social worker 
working in tandem with the Police contributed to ensuring the safety of a grandchild. 
For a kaupapa Māori agency their links and collaborative relationships with the local 
Women’s Refuge, MSD and CYF, Courts and the Police were identified as essential. At 
that agency one staff member facilitates the Te Rito collaboration strategy, and under 
Differential Response they have a meeting with Open Home and CYF once a week. A 
CYF social worker also outlined the importance of working together with community 
organisations:

CYF are not fixers. We manage incoming referrals, and case management is 
collective. We have good working relationships and work in partnership with the 
community.

Relationships	with	Iwi
An example was given regarding the development of a formal relationship between 
CYF and an Iwi Trust Board. The Board had signed a Memorandum of Understanding 
(MOU) with CYF to support engagement between CYF and iwi to benefit families who 
were receiving CYF services. 

I know that CYFS does have an MOU, they have a good relationship with the iwi. 
They had a couple of [representatives] on the [tribal] trust board…I think it did 
(work well) because they wore two hats: they were employed by CYF, but also as 
Board members [had the interests of the iwi as a priority] (social worker)

Professional	development
Some agencies hold joint training programmes with CYF staff which build good 
collegial relationships and an appreciation of case loads and case work. Combined peer 
supervision is another area of shared training and professional support. 

I have peer supervision with some of my colleagues from CYF. I’ve pursued that for 
my own practice. Some of the advantages are - it keeps me up to date about their 
training, where their training trends are, what the emphasis is for a particular year. It 
gives you an idea of what their strategies are, what’s coming up, because quite a lot, 
they’ll let you know what training’s available. Every week they have a practice forum 
for social workers. I try and go as often as I can. 

Training is a feature for a kaupapa Māori agency which has developed unique models for 
social work practice, including a Mauriora concept for working with domestic violence, 
intensive support for families with complex intergenerational issues, and a model for 
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CYF assessments. Reciprocal training between CYF and community organisations is 
shown in this case where CYF staff expressed interest in being trained in the use of the 
kaupapa Māori agency’s assessment tool.

Cultural	safety
Supporting cultural safety in social work practice was recognised as a training and 
professional development issue. Provisions for training ranged from a lower level 
priority which relied on the initiative being taken by staff, through to proactive staff 
training to correspond with organisational and structural commitments to the Treaty. 
Responsiveness to Māori was widely recognised as a matter of ethical practice for better 
outcomes for whānau. 

Specific training to work with Pacific families was not identified, although the 
importance of culturally appropriate social work with Pacific families and with migrant 
communities was acknowledged. 

Challenges for CYF social work practice
The following sections looks at some recurrent issues regarding the delivery of CYF 
services raised by families and agency staff during Grassroots Voices interviews. The aim 
of this discussion is to give voice to the concerns families spoke of when engaging with 
CYF and highlight the areas that families (and agency staff) felt needed improvement. 

Working	together
Case management that combines the statutory role of CYF with the community 
organisations’ capability of working holistically with families was identified as an 
optimum combination of roles: 

My answer to the miracle question would be that CYF become more socially 
responsible in the sense of towards whānau – the whole family. I understand that the 
paramount safety of the child is first and foremost. However, sometimes through the 
state of an investigation, the focus is so blinked out - so focussed on just the child – 
they overlook the destruction it’s bringing on parents. I wish it would be mandatory 
that CYF invite an NGO to work through issues like this. That way a lot of families 
would be spared losing their children because we can come up with an action plan 
with CYF (social worker) 

A Christian social service agency manager suggested making a collective approach to 
supporting families mandatory, with the important caveat of recognising the importance 
of protecting the safety of high risk children:

I’d never say this in support of removing CYF from the high level cases because 
whenever there’s a high level of physical, emotional, spiritual, whatever, abuse of 
children and it’s profoundly clear that it the child’s protection needs to be attended 
to straight away. However, in the middle and lower-level cases, which are probably 
80-�0 percent of CYF cases, an NGO should be brought in to work with them, and 
it should be mandatory (agency manager).

Resourcing	the	Children	Young	Person’s	and	their	Families	Act
There continues to be widespread support for the Children Young Person’s and their 
Families Act. Suggestions to improve support services for families tended to be focused 
on making the most of the opportunities for community organisations to work alongside 
CYF to help families and a call for the resources needed to do this well. A number of 
CEO’s and agency staff had observed a significant reduction in the resources available 
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to support Family Group Conferences, as reflected in the following comments by a 
community leader:

When we first used to have FGC’s money wasn’t an issue. Your whānau would have 
been brought here. They bought them from everywhere - there were resources. If 
they needed to bring fifty they would have, and huge kai would have been ordered. 
As I’ve watched each year the money’s got less and less. 

Family	group	conferences
Comments from young people and family participants in the research confirmed that 
Family Group Conference processes need improving. A number of criticisms related 
to the lack of funding to cover the cost of attendance at Family Group Conferences by 
family members.

Family Group Conferences were widely supported as a family centred and holistic 
approach to managing risks in families. The main issues identified were the need to rebuild 
the resourcing of Family Group Conferences so that their purpose and effectiveness can 
be restored. Examples of beneficial outcomes have been given in the Mosaic chapters, 
where, through a Family Group Conference process decisions were made that resulted in 
plans where support was put in place for children to stay with parents, and parents to be 
given access to resources needed to address issues that put children at risk. The outcome 
was safety for children and families able to stay together. 

In an NZCCSS submission on the Amendment to the Children Young Persons & 
their Family (No.6) Bill the Council identified concerns raised by participants in the 
Grassroots Voices research regarding Family Group Conference processes:

Not being properly informed 
We didn’t realise we were being assessed by CYF at this stage, we didn’t even know 
what the meeting was for. We weren’t aware of this until five months down the track. 
This is what I hate – they were assessing us that whole time and we had no idea. All 
they said to me is that we’re going to have a meeting with you (mother of children 
who were removed by CYF).

Untimely procedures: not being given adequate time 
There was a meeting [on the ward in the hospital] of myself, the babies. They only 
told me two hours before the meeting – so I couldn’t ring Jo up to come. I didn’t 
realise it was a big meeting (mother of children who were removed by CYF). 

Inappropriate family members being present
[Young person’s] father took up all the time shouting what a hopeless waste of space 
she is. It was not productive to FGC process. He couldn’t offer anything and spent 
the rest of the time saying how bad she is. Before whānau are called into FGC you 
need to ask why? And what can they do? (observation by community leader)

The worst thing about my family group conference – they didn’t even put my brother 
and sister on. The FGC was in the [North Island], and the baby’s here [South Island] 
(teenage mother)

Lack of follow up
Another thing with Family Group Conferences is that you get all these people 
around to help you, put in all their input, the teachers, CYF, all that, and they all 
write out a plan, and you’re the only one that follows the plan, and nobody else is 
accountable (parent)
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A CEO who has been working with families since the introduction of the Act saw the 
erosion of the effectiveness of Family Group Conferences start to take place only three 
years after the Act was introduced. He also noted the change in emphasis during the 
�990s:

The rise of risk aversion and managerialism in the 1��0’s drove the forensic 
approach. It was like a sudden flip. That cemented in the moving away from the 
proper provision of family support. That needs to flip around again.

Role	of	community	organisations	the	use	of	Whānau	Agreements
Sometimes a Family Group Conference is not required and families can be assisted using 
Whānau Agreements. The use of Whānau Agreements as a pathway for case management 
was highlighted by senior social workers. Whānau Agreements provide an opportunity 
for community organisations to take a lead role. It is also a pathway for the involvement 
of community organisations that has been underused.

Normally an FGC is put into place because there’s already been a removal [of a 
child] or there’s going to be a removal unless something is organised to prevent that 
from occurring …So if I was to ring up and say – “we’ll have a Whānau Agreement” 
– this brings all the current working agencies into one room with the service users 
to discuss possible outcomes. If that agreement is signed, CYF stand back and allow 
a lead agency to take the role, which is the case with [our agency]. However, in 
most cases that doesn’t occur because when it’s put straight through the call centre 
or through the police or whatever, then straight away it’s put on the pile and it’s 
effectively going to go straight to a FGC.

Some agencies expressed concern about the lack of resources for support services agreed 
to through a Whānau Agreement and lack of monitoring by CYF. Both Family Group 
Conferences and Whānau Agreements are used for families where there are high levels of 
risk. Both processes are used later in the statutory process following either an investigation 
or child and family assessment.

Wraparound	mosaic	ofservices	and	permanency
Experienced community organisations and CYF social workers agree on the priority of 
a mosaic of wrap around services, and that the paramount interests of the child are best 
served within their own family wherever possible. 

Where children are removed from their families, a CYF manager said that permanency 
of care is the primary goal, either by returning them home, or by achieving a sense 
of belonging with family members, whānau or with a family in foster care. Healthy 
emotional and educational development is contingent upon the development of healthy 
attachment. Deprivation, neglect and a lack of attachment have long term consequences 
with children who will be more likely to suffer difficulties as adults. Collaboration with 
other agencies is needed to bring the full scope of social work support into play. 

Inconsistency	in	approach
Lack of resources and shortage of staff were identified as being behind inconsistencies 
in CYF practice and failures in effective CYF case management. The problem of 
inconsistency is illustrated in the following two quotes:

CYF have some extraordinarily good social workers and extraordinarily bad. 
There will always be a need for statutory interventions, this is the reality of the 
consequences of families under severe pressure (agency leader). 

There can be two social workers in the same office, but with really different 
approaches. You can be working in one direction with one, and the other will be 
working in the opposite direction (Christian agency social worker).
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Inconsistency of approach between Christian social services and government agency 
practice meant that the progress made with strength based programmes with young 
people could be undermined. An example was given contrasting the approach of a 
residential home, and the perceived attitude of schools and CYF social workers. 

The strength base of [our residential home] doesn’t fit with schools and CYF. They 
are focussed on issues and problems, and we work on positives. We have to teach 
our young people, ‘you can control how you respond’ – we focused on hope for the 
future and achievements (team leader). 

Different approaches made the endeavours to reintegrate young people into the 
community very difficult. 

Manageable	caseloads
 A number of Christian social service agency staff (some of whom were ex CYF workers) 
identified high caseloads of CYF staff as impacting on the ability of CYF workers to 
provide comprehensive support to families:

I think there’s some really good work, in terms of social work, from CYF. They’ve got 
some really awesome workers – but the trouble is they’re overloaded. Their case loads 
are huge. Their turnaround is so rapid. You’ve got to turn over a case nearly every two 
to four weeks. Given that you’ll appear in court for Youth Justice every two weeks, 
for Care and Protection every four weeks, so you’re writing reports every two to four 
weeks on any one case (Christian social service agency social worker).

One of the impacts of high caseloads is high staff turnover. A number of families expressed 
frustration at having to deal with different people every time they approached CYF and 
the fragmented support they received as a result:

I have a social worker through CYF but it’s like the fifth one in a year. When I need 
someone from CYFs there’s no one there (grandparent).

As a Christian social service agency CEO succinctly explains:
CYF are too busy, they can’t stop and think. They can’t possibly cope with seventy 
thousand notifications each year.

Supporting	families	through	change
Improved processes are needed to support children, foster parents and families when 
there are changes in placement arrangements. For example when children are placed 
with foster parents, or returned from fostercare to their whānau. 
In the case of the return of four foster children from their foster parents to their families 
a Christian social service social worker expressed the following concerns:

Was the family set up to cope with having back all four children? What supports 
were going to be put in place not only for the family that had the children, but the 
family that were going to receive the children?’ I know to this day that the family 
who were the caregivers didn’t receive support and counselling.

Concerns were also raised regarding the lack of emotional and financial support for 
placements with extended whānau. 

Pressure	to	sign	�8	day	agreements
A number of families felt they were manipulated into signing �8 day agreements by CYF 
social workers, sometimes under the guise of a temporary arrangement to give families 
respite care or to organise better supports including accommodation. Two examples are 
given below.
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We signed the 28-day break under promise of a new house with Housing NZ. They 
promised that the children could be visited whenever we wanted. [The social worker] 
painted us a pretty picture like that - making out that we were going to get a washing 
machine etc . CYF had them [children] for ten months and the visiting we got was 
once a month, down at the [CYF] office for an hour. They did that court stuff behind 
our back (parent). 

She [CYF social worker] actually forced me to sign the document when I actually 
had asked her if I could see a lawyer first because I had no phone at the time and no 
transport. But then she said to me that if I don’t sign it within one hour there would 
be harsher penalties put on me later. So I had to sign it. It was only an agreement for 
28 days. And I said to her will I get the kids back and she said yes you will get the 
kids back after 28 days. And I believed that (parent).

Professional issues identified by christian social service agencies
Three issues were raised by Christian social service agency managers that make their work 
to support families more difficult. These include pay disparities between the government 
and non government sector for social workers, recruitment problems and the high cost 
of social worker registration. A sample of comments is provided:

Staff	salaries
CEO’s frequently referred to problems recruiting well qualified staff and attributed part 
of the problem to the significant pay differential between CYF social work salaries and 
community organisation social work salaries. 

We need proper funding so can compete [with CYF] for [social work] wages plus the 
costs of supervision (CEO).

Recruitment
CEO’s and managers identified the difficulty of recruiting trained social workers, 
particularly outside main cities. The scarcity of Māori social workers to correspond with 
Māori needs for services, and the scarcity of Pacific social workers is a challenge for 
agencies. The double burden on Māori social workers and Pacific social workers comes 
from the stress of professional and cultural expectations in agencies as well as from 
communities. The challenge for agencies is how to provide appropriate support and 
boundaries to prevent burn out. 

[Recruiting] Māori and Pacific Island staff is a challenge – they are like gold. I could 
count on one hand the number of Pacific social workers. They burn out. Māori 
and Pacific Island professionals live in two worlds: their communities with their 
expectations and agencies withtheir expectations. This is the burn-out factor (CEO).

Registration
Social work registration is linked to staff competency and quality services. The costs of 
registration have to be met within agency resources. Agencies have varied arrangements 
to support the costs of staff registration 

Registration is good for social work, and for staff competency. There’s a problem of  
resourcing. It costs about $500 per year. We are not funded for registration –it costs 
an amount to be registered and then competency takes funding as well. We need to 
be supporting our staff in competency (agency manager). 

Summary
 • Christian social service agencies have a number of ways of implementing te Tiriti  
  o Waitangi in their practice and in their responsiveness to Māori, these include  
  agency governance structures, staffing arrangements, professional development  
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  and culturally sensitive policies and practices. Many agencies indicated a desire  
  to develop these further
 • This research identified a small number of examples of agency practices and  
  staffing arrangements to assist Christian agencies to be responsive to Pacific  
  peoples. These included the appointment of a Pacific advisor in one agency,  
  the development of a cultural model for anger management in another agency  
  and the employment of a Pacific social worker to work with Pacific employees of  
  a local industry 
 • There was general consensus that CYF services were helpful for families when  
  CYF staff were able to take a strength based holistic approach and develop  
  relationships of trust, when they worked collaboratively with others, had good  
  relationships with iwi, and employed appropriate professional development
 • Wrap around, holistic services are the preferred mode of intervention to support  
  families to keep children in their care 
 • To work effectively with families social workers (government and non  
  government) need to have manageable caseloads, good working relationships  
  with each other, be resourced to access support services, and have the time to 
  carry out their responsibilities (such as monitoring and follow up).
 • Good outcomes require professionals to have good relationships with families.  
  Good decisions cannot be made if social workers are unaware of what’s really  
  going on. Community based organisations that have a history of working with  
  particular families are often in a better position to do this than CYF.
 • Whānau Agreements are a pathway available to community organisations to  
  work with families and coordinate service provision to support families to care  
  for their children. Whānau Agreements are currently under-utilised
 • When a Family Group Conference needs to be convened it should to be  
  resourced to engage family and whānau and to bring in the support needed to  
  provide for the safe care of children
 • The lack of pay parity in the salaries of non government social workers and the  
  salaries of CYF social workers needs to be addressed
 • Interagency co-operation for training and professional development builds  
  collaboration and appreciation of different spheres of practice
 • Cross sector training opportunities between health, education and welfare  
  promotes consistency in strength based approaches and cross sector  
  co-operation.

Many of the issues raised in this chapter on the Treaty, responsiveness to Māori and on 
services for Pacific peoples are closely related to the legislative framework and governance 
of social work practice. The general affirmation of the Children Young Person’s and their 
Families Act and of the Family Group Conference process is qualified by the need for 
a review3 of implementation procedures and the restoration of adequate resourcing to 
make the intentions of the Act capable of implementation. 

It is compelling that twenty two years after Puao te Atatu and eight years after Judge 
Brown’s Ministerial Review, both of which highlighted the need to address Māori social 
deprivation, the high representation of Māori in social development statistics persists 
and the priority issue of social worker competency continues. The need for continuing 
improvements in areas of support for Māori, are signposted by the commitment to 
competency and training through the Social Workers Registration Board and other 
social work professional associations and educators. 

�	 As	mentioned	earlier,	NZCCSS	made	a	submission	to	the	Social	Services	Select	Committee	on	behalf	of	members	regarding	the	
	 CYP&F	Amendment	(No.6)	Bill.
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The need for effective, community based social services is highlighted in this chapter. 
Government departments cannot act alone and the work of protecting our children 
and providing preventative services is only effective when communities and community 
organisations are positively engaged Collaboration across and between government 
agencies and community organisations is vital to the holistic delivery of social services 
that are essential to healthy whānau and communities. The significant roll out of 
resources through Pathway to Partnership, announced in �008, promises significant 
momentum to address the issues identified. The increasing economic downturn will 
result in financial hardship and increased pressure on families and communities. This, in 
turn, increases the need for effective social services. The additional resourcing promised 
through Pathway to Partnership will be essential to enable social service agencies to 
provide critical support their communities.

�3



The Grassroots Voices project has provided in-depth information concerning the 
experiences of families seeking social services and support from Christian social service 
agencies. Their stories provide valuable information on what works and what doesn’t 
work from the families’ real life perspectives. Families also told us about their experiences 
in engaging with other providers including government agencies.

The families’ experiences were complemented with observations and thoughts from 
Christian social service agency staff. The Report’s case studies illustrate how key workers 
can effectively support families by activating a mosaic of social services. The most 
effective mosaics of support services are tailored to the circumstances of families, and 
usually include contributions from both the government and non-government sectors. 
Service mosaics are can be used to provide early intervention and prevention services 
right through to high need interventions and crisis and post crisis support. In many cases 
these mosaics will include a mixture of services at varying levels of support depending on 
the circumstances of the family.

Effective practice
The efficacy of interventions is dependent upon the skills, networks and relationships 
that key workers have with families and between the professionals involved in providing 
support services, irrespective of whether they are employed by the government or 
community organisations.

Families told us that it was helpful to be able to approach Christian social services 
knowing that they would be treated respectfully, listened to and genuine attempts made 
to put in place the specific supports they needed. It was important for families to be able 
to access support for as long as they needed and for agencies to have flexibility in their 
service provision.

Christian social service agencies provide a wide range of services and activities 
including parenting support and education initiatives, mentoring, counselling, food-
banks, budget and financial services and emergency accommodation. Underlying these 
services is the provision of quality social work that facilitates access to services, builds 
community cohesion, and supports the changes that families want to make.

For families, the best social work experiences occurred when a trusted social worker 
took a holistic and strength based approach to their issues and used their extensive 
networks to access services. Families were particularly appreciative when a number of 
services were able to be delivered by the same agency. When government agency workers 
demonstrated similar practices, for example, were flexible, knowledgeable and strength 
based, families also found these services effective.

For Christian social service providers good quality social work is at the core of effective 
support for families and is a critical element in early intervention and prevention as well 
as work with higher need families.

EFFECTIVE PRACTICE & POLICIES
Our love is not to be words or mere talk, but something real and active  
(1	John	3:18)

Families	told	us	that	
it	was	helpful	to	be	
able	to	approach	
Christian	social	
services	knowing	that	
they	would	be	treated	
respectfully,	listened	to	
and	genuine	attempts	
made	to	put	in	place	
the	specific	supports	
they	needed.	
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Many of the clients of Christian agencies are Māori, reflecting their disproportionate 
representation in indices of disadvantage. While a few agencies had given serious 
consideration to how to improve the responsiveness of their services for Māori, for others 
this was an area that needed further development. 

The frameworks and policies of Christian social services to ensure responsiveness to 
Pacific peoples appear to be relatively undeveloped. Christian agencies must continue 
to work with Pacific peoples’ communities to identify and implement good practice to 
achieve quality results for these communities.

Culturally insensitive practices were reflected in some of the stories that families shared 
in their interactions with social workers (employed by government and community 
organisations). There appears to be no systematic process for professional development 
to ensure that social workers are sufficiently trained and supported in their social work 
practice with people from different cultures and different socio-economic backgrounds 
from their own. This is an issue needing further investigation.

Family support strategy
The desire to improve care and protection outcomes for children and families is shared by 
professionals, however the system is fragmented and complex. An overarching framework 
(Family Support Strategy) is needed to better integrate family support services across key 
Ministries including Heath, Education, Justice, Social Development and Police. This 
strategy needs to be accompanied by an operational policy to guide service development. 
The framework should be articulated using a mosaic of family support services model 
across the continuum of need. It could be similar to the Positive Ageing Strategy and the 
Health of Older People Strategy.

The development of a Family Support Strategy using the mosaic approach would 
need to include: identification of the contributions and strengths that different parts 
of the system offer to support children, coordination of the connections between the 
different parts, and a systematic approach to ensuring that a comprehensive mosaic of 
social services is available to meet the needs of families across sectors. This should be 
accompanied with a purchasing framework that provides clarity and transparency in 
how the social services purchased contribute to the Family Support Strategy and provide 
for an appropriate mosaic of services within communities.

Integrated service plans should be embedded in the Family Support Strategy 
incorporating the Ministries of Education, Health, Housing, Justice and the Ministry 
of Social Development. The work of these government sector agencies has a significant 
impact on the well being of children and they need to be held collectively accountable 
for child well being outcomes in their annual agreements to Ministers.

It is clear from this research there are significant gaps in services that need to be 
addressed. Examples included that lack of affordable/free parenting support (at the 
early intervention stage), the absence of affordable counselling for children and families 
experiencing grief/trauma (middle of the continuum), and lack of access to specialist 
support services for parents and children with serious behavioural difficulties. 

A significant and sustained investment is needed across the continuum of services to 
meet gaps in services. The societal and subsequent economic cost of undervaluing the 
role of social services in preventing social harm is high. 

The average cost to the justice system of a chronic conduct disordered adolescent 
is estimated at $3 million.� Through appropriate investment in effective social service 
infrastructure large savings in tax payers’ funds can be achieved in the longer term.

A more supportive funding and contracting environment that allows for flexible service 
delivery, realistically funds service provision and has reasonable compliance expectations 
would be helpful for social service providers. The commitment to full funding for 

�	 Briefing	to	the	Incoming	Minister;	Policy	and	Practice	Briefing.	Ministry	of	Social	Development	�008

An	overarching	
framework	(Family	
Support	Strategy)	
is	needed	to	better	
integrate	family	
support	services	
across	key	Ministries	
including	Heath,	
Housing	Education,	
Justice,	Social	
Development	and	
Police.
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subsequent	economic	
cost	of	undervaluing	
the	role	of	social	
services	in	preventing	
social	harm	is	high.
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It	is	critical	to	address	
the	wider	societal	
issues	of	poverty	and	
inadequate	housing.	

The	Grassroots	Voices	
research	demonstrates	
the	value	of	inter-
agency	collaboration	
in	enabling	a	mosaic	
of	support	services	to	
be	wrapped	around	
families.	Essential	to	
this	are	professional	
working	relationships	
between	CYF	and	
community	social	
service	organisations	
to	help	families	to	care	
for	and	protect	their	
children.	

essential family support services via the Pathway to Partnership strategy is welcome, 
as are the moves to address funding and contracting issues such as the introduction of 
multi-year contracts, grants for smaller providers and a focus towards outcomes. 

Poverty and housing
It is critical to address the wider societal issues of poverty and inadequate housing. Poverty 
undermines the capacity of parents to look after their children. Poverty is corrosive on 
relationships, isolates people from their communities, and diminishes their life chances. 
Poverty combined with other challenges such as addictions or mental health problems 
place children and families at high risk of abuse, neglect and breakdown. 

Inadequate housing is also highly detrimental to the physical and mental health 
and wellbeing of families. The inability to afford decent warm accommodation leaves 
children vulnerable to serious illnesses and causes stress for parents, affecting their ability 
to work, stay well themselves and maintain healthy family relationships. 

NZCCSS commends the policies that have been introduced to address financial 
hardship and make housing more affordable (such as Working for Families) but remains 
concerned that the most vulnerable families, particularly those who are not in a position 
to work, have been overlooked. A number of recommendations have been made in 
chapter four regarding the need to guarantee people sufficient income to meet the 
basic needs of their families and the need to significantly increase the supply of HNZC 
houses. Interviews confirmed the critical importance of the income related rents policy 
of HNZC for families on low incomes.

Differential Response and Pathway to Partnership
A number of Christian social services have been involved in the testing and partial 
rollout of Differential Response. The Grassroots Voices research demonstrates the value 
of inter-agency collaboration in enabling a mosaic of support services to be wrapped 
around families. Essential to this are professional working relationships between CYF 
and community social service organisations to help families to care for and protect their 
children. To be effective, the parties must recognise the important and different roles 
that each have to offer. Workers must value and trust each other’s contribution (and 
limitations) and remain constantly focused on the outcomes for families. 

The rollout of the revised Differential Response appears to have shifted the engagement 
of community organisations to a lower level with the emphasis on providing support 
services with low risk families rather than carrying out assessments. 

The lack of consultation with agencies in the community sector over this change 
suggests further work needs to be done by CYF on how to work collaboratively with the 
sector. Good outcomes for children and families are contingent on good relationships 
between the professionals involved in accessing the supports services they need. 
The importance of providing sufficient funding to carry out this work must not be 
overlooked. How the roll out of Differential Response will be coordinated with Pathway 
to Partnership to ensure sufficient funding for the community organisations involved 
needs to be clearly communicated.

Grassroots Voices
The Grassroots Voices research has provided effective practice exemplars that will assist 
not only Christian and other community providers of social services, but also government 
agencies, to provide services that work. These effective practices include the growing 
of meaningful mentor-like relationships that provide a level of respect and trust from 
which positive growth can occur. The report highlights the need to engage with clients 
for as long as necessary to support them to achieve lasting positive outcomes. Critical 
to providing effective service is the facilitating of access to a wide range – a mosaic – of 
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family support services, both within government agencies and within the community 
sector. At a structural and at individual professional levels the ability to provide services 
that are consistent with te Tiriti o Waitangi and are responsive to Māori are identified as 
crucial effective practice.

This research also identified the need for policy development in order to achieve an 
effective practice policy framework for the health and wellbeing of our children and 
families. These policies start with the need for our social security safety net to provide 
sufficient income to ensure that children and families who rely on this support are 
not forced to live in poverty. This should be allied to a deliberate strategy to provide 
affordable, healthy housing for all New Zealand families.

Of principle importance is a Family Support Strategy and implementation policy that 
commits government agencies to work collaboratively with each other to promote child 
and family wellbeing. Government agencies and community services are complementary. 
Optimal outcomes for families are achieved when the different areas of responsibility are 
integrated. 

Integrated services will be better achieved if a whole of government and community 
Family Support Strategy is implemented. Sustainably resourced community social 
services, as anticipated under Pathways to Partnership, will be significant to the social 
work role of growing community and family capacity to deal with life shocks and 
adversity. Support for families to become resourceful in times of need, and leadership 
in community innovation are hallmarks of Christian social services. These are bases of 
community stability which are likely to be threatened by the economic crisis. Ensuring 
that communities can be cohesive and families under severe pressure can hold together 
are the shared concerns of statutory and community agencies. 

��
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NZCCSS – WHO WE ARE

Our membership
The New Zealand Council of Christian Social Services (NZCCSS) is an umbrella 
organisation with membership comprising the six mainstream Christian church social 
services agencies across New Zealand, namely the Anglican Care Network, Baptist Union 
of New Zealand, Catholic Social Services, Presbyterian Support New Zealand and the 
Methodist and Salvation Army churches. 

Our mission
NZCCSS works for a just and compassionate society in Aotearoa New Zealand. We see 
this as a continuation of the mission of Jesus Christ. In seeking to fulfil this mission, we 
are committed to:
 • Giving priority to the poor and vulnerable members of our society
 • Te Tiriti o Waitangi

Our structure and key work areas
NZCCSS is governed by a national Council made up of two representatives from each 
denomination. A small Secretariat team, headed by the Executive Officer, carries out the 
day-to-day work of the Council. This includes information gathering, research on social 
services and building relationships with government officials. The majority of NZCCSS 
work comes under three main policy areas:
 • Poverty and housing
 • Children, young people and families
 • Services for older people
A policy group oversees the policy and research work that NZCCSS does in each of these 
areas. Each Policy Group is made up of at least two council representatives plus social 
services managers, academics or others with particular expertise in that area.

For	further	information	about	NZCCSS	contact:
Trevor	McGlinchey,	Executive	Officer	phone	(0�)	�7�	�6�7	
email:	Trevor@nzccss.org.nz	
website:	www.justiceandcompassion.org.nz	
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YOUNG PARENTS MADE VULNERABLE THROUGH POVERTY AND ISOLATION
PLACE	IN	CONTINUUM:			Early	intervention
LOCATION:		A	small	city

Gabriel and her partner Tom have two young girls, a baby and preschooler. Most of the 
interview was with Gabriel, and Tom joined the discussion at several points.  The primary 
cause of their stress was poverty.  Other issues the family faced included debt, inadequate 
housing, ill health and depression.  A Christian social service agency was assisting them 
with community based social work support, debt management and advocacy services. 
Their difficulties in dealing with Work and Income was a major focus of the interview.  

A theme that can be identified in their story is isolation. Gabriel had no family support 
and experience severe post natal depression after the birth of their first child. Gabriel’s 
family had immigrated to New Zealand when she was a teenager. Her family fled their 
country of origin leaving everything behind.  Gabriel said she also had to leave behind 
the opportunity for internationally recognized educational qualifications. Her parents 
have separated and live in different parts of New Zealand without resources to visit or 
provide support. Tom is also without family support and came to New Zealand at a 
young age, was adopted, and has virtually no family contact. 

We don’t have families, I don’t have family support neither does Tom. My mother 
doesn’t come down – she couldn’t afford to come down. It was a total culture shock 
coming here – it took me a few years to adjust to it. 

Income and housing issues were uppermost in their story, with an added dimension of 
not being able to apply for citizenship because of the $600 fee.   Gabriel explained that 
the cheaper house they lived in previously was damp and caused health problems for 
their daughter.  Their new rental house had good heating, but was expensive:  

The rent is quite expensive at $320 a week. We got this place because the last two 
houses we had were cheap rent but rather dire. Our older girl got sick all the time 
– basically since she was born, because of the places we lived in. They were cold, 
they were damp. We decided to pay the extra money. That’s a heap pump (pointing). 
Emily’s much better, she hasn’t had a chest infection for two months, which is 
wonderful, because it’s not damp

In giving details of their income, they spoke about their weekly payments for housing, 
debt repayments and not having enough food. Their total income was $570, less rent, 
left them with $�50 for food, power, debt repayments, transport, and childcare costs. 
Currently their car was not going and they were in arrears for previous repairs.

We get $148 student allowance each, plus $180 altogether from cleaning and we get 
$�4 from Working for Families.  

We have taken a couple of loans – we had to at one time we didn’t have enough 
money. We’ve actually missed a few payments, but were beginning to manage. They 
were unsecured loans at 18% - not a good idea in the long run. 

I owe quite a lot for car repairs - $500. Luckily the mechanic I use allows me to pay 
it off. 

Gabriel and Tom both had things to say about the cost of food, the effects of poor food 
on breastfeeding, and the limited access to the food bank. 

We’ve only had sandwiches for a few days.  It’s really expensive to buy milk. You have 
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to spend at least $150 to get enough food for four people. We often get by on $70. 

My breasts have stopped producing enough milk. I have used the foodbank. You 
don’t want to use it too often because they limit the number you can get. 

Tom:
We only have enough if I pick up a bit of extra work. It’s the picking season. 
Food is the first thing we have to address, and direct credits. Or you get hit. 

Access to Work and Income entitlements
A big part of their story was their experiences with Work and Income, which included 
not being able to access entitlements, having no income when their first child was born 
because of miscommuniciation.  At a later time they had no income for two months 
because of the stand down after Tom’s contract wasn’t renewed. 

We’ve had trouble for years with WINZ ever since our first child was born. I was cut 
off on the day Emily was born . They said there was a change in our circumstances, 
even though I had told them.  We spent the first days of her life going there every 
single day . We were flat broke. We had to get tinned food from friends because we 
didn’t have food in the house. They eventually gave us the benefit. They never even 
back dated us for the two weeks we were without money. 

Starting from Christmas we were without an income at all for two months. Tom had 
been working. To go back on the unemployment benefit it took two months because 
of the stand down. Tom got $1800 holiday pay and we lived on that for months. We 
ended up racking up arrears in rent. Were still paying that off. It’s very difficult. 

Their main difficulty in finding out about entitlements was solved by taking an advocate 
to Work and Income appointments and by going to the community law centre. Their 
social worker put them in touch with the Work and Income Liaison officer, which was 
very helpful 

One of the things WINZ is really bad at is not telling your entitlements. We actually 
went to the community law centre to get a list of our entitlements. I have actually 
had them lie to my face about the things I’m entitled to. It’s happened to Tom too. I 
have actually had to take my advocate with me so they don’t lie to me. 

The tide started to turn for Gabriel and Tom with their decision to take up university 
studies.  Tom was enrolled to complete a degree he had begun before Emily was born, 
and Gabriel was studying for a business management degree and information systems, 
with career plans bringing fresh hope to their family.  

Studying makes you feel you are progressing, not stuck in a rut. 

A Mosaic of Service supports accessed through the Social Worker 
For Gabriel and Tom the advocacy and social work support they received from the 
Christian social service agency enabled them to overcome their difficulties.  They 
identified the advocacy work of the social worker as critical when engaging with Work 
and Income regarding benefit entitlements.
The social worker also provided practical assistance with budgeting and managing their 
debt repayments. A parenting course was suggested, as well as the information on child 
development that was being given as part of the regular social work visits.  

Their social worker assisted Gabriel to make a referral for psychological support services 
to help her cope with depression, depression exacerbated by financial problems:

I got post-natal depression when Emily was born. I do suffer from chronic 
depression, but it wasn’t nearly as bad after the second baby. It was very bad. . That 
was a lot of the reason for the six months separation. I’m on medication now and 
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that’s in balance. I got help though psychiatric services.  I had it before I had our 
second baby, but had never had help with it. Psych. services were wonderful. It’s a 
free service. 

The social worker informed them of their childcare entitlements which, because they are 
studying, she said was �0 hours per week for one child and �6 hours for the other, and 
put them in touch with childcare services: 

I have home base care sometimes, and the preschool up the road. She goes every 
afternoon. Because I’m studying full time I quality for fifty hours childcare. If you’re 
studying full time you qualify for that. 

Another community resource for Gabriel was Super Grans, a service that the social 
worker knew about, and was able to access so that Gabriel could learn to sew and knit. 
All in all Gabriel was very appreciative of the support and the information through the 
social worker: 

They are a great source of information about what services are available, and that’s 
been great.

Summary of effective practice
A community based social worker was able to provide a tailored range or mosaic of 
supports to assist the family.  Regular home visitation was an important in monitoring 
and supporting the family to make the changes they identified and at a pace which 
suited them.  The agency’s response was flexible and time generous.  A relationship of 
trust between the family and the social worker was developed over time, enabling the 
family to take positive steps to overcome social isolation.

The social worker had a wide range of skills and knowledge of services available for 
supporting this family. A mosaic of services in this case included: 
 • Advocacy with Work and Income
 • Psychological Services
 • Child care
 • Debt management
 • Super Grans
 • Parenting course

This case study is an example of the risks families are exposed to when isolation and lack 
of family or community networks combine with poverty and poor housing. Effective 
social work support from a community based provider helped this family to deal with a 
range of challenges and prevented them from escalating to a point where more intensive 
interventions would be needed.
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