
 

  

KAHUNGUNU WHĀNAU SERVICES 

Mā te manaaki ka whai hua 

Housing First Programme 

Proposal 

 

Ali Hamlin-Paenga 

8 March 2019 



KAHUNGUNU WHĀNAU SERVICES 

Mā te manaaki ka whai hua 

 

1 | P a g e   H o u s i n g  F i r s t  E x p a n s i o n  
 

 

Contents 
1.0 Executive Summary ..................................................................................................................... 2 

2.3  Capacity and Capability ............................................................................................................... 3 

2.3.1  Knowledge and experience in working with homelessness ............................................... 3 

2.3.2  Securing residential rental properties in the private market ............................................. 4 

2.3.3  Residential tenancy knowledge and tenancy management experience ............................ 5 

2.3.4  Ensuring that Kaimahi have the relevant specialist skills, training and approach .............. 6 

2.3.5 Maintaining data, document filing systems and security of private information .............. 7 

2.3.6  Sharing feedback, progress and learning’s with the wider sector ...................................... 8 

2.4  Service Provision ......................................................................................................................... 9 

2.4.1 Ability to work as lead provider and work with other providers and agencies .................. 9 

2.4.2   In-depth knowledge and understanding of the Housing First model ............................... 10 

2.4.3   Sourcing secure housing for the targeted group .............................................................. 12 

2.4.4   Addressing matters that have led to insecure housing choices ....................................... 12 

2.4.5   Supporting people to stay in their house without threat of eviction ............................... 14 

2.4.6.  Number of individuals or families that can be supported annually ................................. 15 

2.4.7  Identification, management, mitigation and minimisation of risks .................................. 15 

2.4.8  Confirmation of MSD Level 2 Accreditation...................................................................... 16 

2.5  Relationship Management ........................................................................................................ 17 

2.5.1  Ability to work with MSD, government agencies and community organisations ............. 17 

2.5.2  Building effective relationships with Landlords ................................................................ 17 

2.5.3  Problem resolution and escalation of issues arising from service provision .................... 18 

2.5.4  Referees ............................................................................................................................ 18 

4.0    Pricing Information ................................................................................................................... 20 

4.1.1  Detailed breakdown of Pricing Components .................................................................... 20 

5.0  Proposed Contract .................................................................................................................... 21 

Appendices ............................................................................................................................................ 22 

Appendix One: List of Supporting Documents .................................................................................. 22 

Appendix Two: Glossary of Terms .................................................................................................... 23 

 

  



KAHUNGUNU WHĀNAU SERVICES 

Mā te manaaki ka whai hua 

 

2 | P a g e   H o u s i n g  F i r s t  E x p a n s i o n  
 

1.0 Executive Summary  
Ngāti Kahungunu ki Poneke Community Services, known as, Kahungunu Whānau Services, 

herein referred to as KWS, is an Incorporated Society and Charitable Trust, providing a 

comprehensive range of services that support Whānau to build skills, knowledge and 

capability. Established in the early 1970s, KWS has over 45 years’ experience in providing a 

kaupapa Māori approach to ending homelessness and remains a key provider of health, social 

and community-led services in Wellington.  

Our services are strongly underpinned by a Te Ao Māori worldview. This provides a significant 

point of difference in the way that KWS operates and forms the foundational platform 

through which we view all actions. Our approach is based on Whānau Ora; a philosophy, an 

outcome and a model of practice for achieving Whānau wellbeing. It is strength-based, 

placing Whānau at the centre, focusing on; self-determination; self-management; and self-

sufficiency. Our approach to service delivery is also strongly reinforced by Mason Durie’s, Te 

Whare Tapa Wha model, which emphasises four dimensions of wellbeing for Māori; taha 

wairua; taha hinengaro; taha tinana; and taha whānau. 

The significant demographic shift from rural locations to urban centres, strongly influenced 

the socio-cultural dislocation of Māori who had become disconnected from their 

Tūrangawaewae (Iwi base). KWS was established to specifically address this issue and in order 

to achieve societal integration, KWS has always understood that mauri ora (wellbeing) is 

intrinsically connected to physical and spiritual dimensions. This requires empowerment of 

individuals through connecting whānau (family) and whenua (land) through whakapapa 

(ancestry). Our service design model will ensure this is achieved. 

Te Rūnanganui o Te Atiawa Partnership 

Te Atiawa holds the responsibility for ‘Mana Whenua Māori’ obligations to all Iwi Māori of 

Aotearoa for Te Upoko o te Ika a Maui. In addition, as a Te Tiriti o Waitangi signatory, Te 

Atiawa has its present-day partnership relationship with the New Zealand Government. The 

purpose and responsibilities of Te Atiawa are to strengthen the health, social, economic, and 

cultural aspirations, as well as, promote housing, education and employment opportunities.  

Mana whenua responses are a critical part of the solution to achieving long-term solutions. 

KWS works closely with mana whenua and is the only kaupapa Māori outreach support 

service remaining in Wellington. KWS has the unreserved support of Taranaki Whānui ki te 

Upoko o te Ika and is in partnership with Te Rūnanganui o Te Atiawa. The support and 

reciprocity extended by mana whenua is vitally important to our Housing First (HF) application 

and will allow KWS to navigate, connect, support and ensure that Māori in Wellington, 

overwhelmingly represented as homeless, are heard, included, cared for and respected. This 

partnership also allows for KWS and Te Rūnanganui o Te Atiawa to ensure that a tangata 

whenua response to homelessness is considered in ending this complex issue. 

A.01 - NKKP Constitution 2018  

A.02 - Iwi Support letter 20.04.18 
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2.3  Capacity and Capability  

2.3.1  Knowledge and experience in working with homelessness 
For more than four decades, KWS has worked to assist Whānau in the areas of housing and 

social support. Our kaupapa based framework recognises that Māori may have different 

aspirations in respect of housing, acknowledging that a whare (house) is not just a roof 

overhead. It is a place where whānau gather and is central to their health, wellbeing and 

development, connecting whānau to whakapapa, whānau to whenua (land) and whānau to 

each other.  

KWS has been contributing to the Wellington city homelessness strategy, Te Mahana, for the 

last 4 years. Central to the vision of Te Mahana is to provide an intersectoral and coordinated 

approach for a range of central and local agencies to end homelessness in Wellington. Te 

Mahana aims to help the homeless have their basic needs met and find the support they need 

to obtain new or retain existing tenancy arrangements. It focuses on: 

• Increasing the opportunities for wrap-around, culturally appropriate support for 

people who are homeless or at risk of becoming homeless; 

• Increasing the positive experiences of tenancy retention and accommodation security 

for people who have experienced homelessness; and 

• increasing cross-sector interventions across agencies for people who require 

intensive service to support their wellbeing.  

For the year ended 30 June 2018, KWS assisted 221 clients under Te Mahana (Te Whakamura 

Ai te Ahi contract), of which 63 percent were Māori.  

 

Chart 1: Te Whakamura Ai te Ahi contract, Year ended 30 June 2018 – Ethnicity  

Building on the work and experience gained through Te Mahana, KWS established the 

Whenua KonnX, Housing Solutions Team. Whenua KonnX takes a fresh approach to improving 

the homeless situation and aims to directly contribute to ensuring that homeless Whānau are 

supported in a pathway to sustainable housing. The programme puts Whānau in control of 

the services they require and works to connect Whānau who are homeless, or at risk of 

homelessness, to housing opportunities, income assistance and a wide range of community 

support and wrap-around services.  
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Whenua KonnX supports Whānau by: 

• working closely with homeless Whānau to understand and assess their needs; 

• Building, developing and maintaining strong relationships with networks; and 

• Providing strengths-based tenancy support to obtain, maintain and sustain housing. 

Distinct to the service delivery provided through Whenua KonnX, is the partnership with mana 

whenua. Our combined networks, stakeholder relationships and whakapapa connections 

throughout New Zealand, places us in a unique position to rejuvenate homeless Whānau. The 

identification of Whānau whakapapa connections also greatly enhances the services ability to 

engage directly with extended whānau to support the achievement of goals and aspirations. 

A.03 - KWS Performance Report - For the year ended 30 June 2018 

A.04 - Te Whakamura Ai te Ahi contract 

2.3.2  Securing residential rental properties in the private market 
The Whenua KonnX, Housing Solutions team currently works with various agencies including, 

Housing NZ, Wellington City Council, Tapu te Ranga Marae, various MSD accredited providers 

and private landlords to find secure, long-term housing for our clients. For the year ended 30 

June 2018, KWS helped to place 93 people into the various permanent housing options.  

 

Chart 2: Te Whakamura Ai te Ahi contract, Year ended 30 June 2018 – Number of Whānau housed  

The current success in finding housing solutions is forged through the strong relationships 

that the team has created with housing providers. It demonstrates our ability to connect and 

our understanding of what resonates for landlords who fundamentally want to know that rent 

will be paid and their property looked after.  

The ultimate goal for KWS is to expand capability and gain Community Housing Provider (CHP) 

status. However, as shown in our readiness plan, to ensure successful transition to HF, we will 

partner with Kāhui Tū Kaha, a registered CHP, to source and secure residential housing.  

Kāhui Tū Kaha has a wealth of experience in securing private housing, having obtained leases 

for nearly 100 properties in the past 2 years. They have had success in developing 
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relationships with private landlords to the extent that these landlords now seek to transfer 

other properties to them. Kāhui Tū Kaha has relationships with national real estate agencies, 

who will provide them with introductions in Wellington and they are very clear that they will 

only accept safe, secure and appropriate housing. 

Kāhui Tū Kaha will employ a Property Locator/Tenancy Coordinator, who will be based in 

Wellington. This person, together with the relationships with the private landlords, will be 

transferred to KWS when CHP status is obtained. 

A.03 - KWS Performance Report - For the year ended 30 June 2018 

A.05 - Housing First - Readiness Timeline 

2.3.3  Residential tenancy knowledge and tenancy management experience  
KWS understands the challenges, complexities and risks associated with sustaining tenancy. 

Having established requirements, our team works closely with Whānau and property owners 

to find an enduring solution. With Whānau, it is about accountability and addressing 

behaviours associated with maintaining and sustaining tenancy. With property owners, it is 

ensuring that they understand the extent of support that is provided for Whānau and in 

showing that they can trust us.  

KWS recognises the need to build competency in the area of tenancy management and Kāhui 

Tū Kaha has agreed to work with us to achieve this. Kāhui Tū Kaha comes with extensive 

residential tenancy knowledge and will supervise the new Property Locator/Tenancy 

Coordinator in Wellington. This will include regular fortnightly site visits to KWS to provide 

face-to-face connection and support. The Property Locator for Kāhui Tū Kaha is expert in 

assessing property details to ensure properties are of a high standard. She is skilled in passing 

on her expertise to others, ensuring that Kāhui Tū Kaha has a comprehensive and regular 

program of property inspections. Their Tenancy Coordinator comes with a long background in 

the field. While his past experience gives him confidence in managing applications to the 

Tenancy Tribunal, he is enjoying HF, making minimal applications to the Tenancy Tribunal and 

instead relying more on notices to remedy and involvement of the support services to 

encourage the tenant to rectify breaches.  

Kāhui Tū Kaha will also provide training to KWS support staff in managing tenancy risks, such 

as, early awareness and actions on tenancy breaches, maximising a person’s financial 

entitlements to avoid rent arrears, management of neighbour relationships including 

discussions with the tenant on how they will manage their visitors. Kāhui Tū Kaha also 

recognises that there may be a need to rehouse the person, due to a tenancy breach or other 

reasons; however, they also have experience in being able to respond quickly and 

appropriately, moving the person into safe short-term housing until they can be rehoused 

again. 



KAHUNGUNU WHĀNAU SERVICES 

Mā te manaaki ka whai hua 

 

6 | P a g e   H o u s i n g  F i r s t  E x p a n s i o n  
 

 2.3.4  Ensuring that Kaimahi have the relevant specialist skills, training and approach  
KWS is well placed to manage the HF service with Kaimahi, who are currently on our Whenua 

KonnX, Housing Solutions team, set to move across to the new service. KWS will be required 

to appoint additional Kaimahi; but we are very confident in our ability to get up to speed 

quickly and deliver on agreed performance outcomes.   

Our Whenua KonnX and Social Capability teams have over 120 years of collective experience 

in the areas of Social Work, Mental Health, Counselling, Training, Family Violence 

Intervention, Social Housing, Disability and Aged Care, Peer Support, Management and 

Clinical Supervision. The attached Kaimahi Qualifications and Capability table outlines the 

specific skills, training and capability of these Kaimahi. All of our Kaimahi have local and 

national whakapapa connections, a high level of cultural intelligence and the ability to work in 

a diverse and inclusive manner with homeless Whānau. 

KWS will adopt a staffing model that is based on that established by Kāhui Tū Kaha. The 

proposed budget will allow FTE to build specialised capacity and specific roles are as follows: 

• Service Manager (1.0 FTE): Will hold direct line accountability for service delivery, 

accepting referrals and ensuring that staff meet delivery and reporting requirements.  

• Cultural Liaison and Relationship Manager (0.5 FTE): 20 hours per week, cultural 

support for client engagement, Whānau reconnection and a unique factor that can 

eliminate negative behaviour, particularly when working with Māori. Will also help 

with double staffing requirements for home visits. 

• Peer Support Worker (0.75 FTE): 30 hours per week, providing support for client 

engagement and will help with double staffing requirements for home visits 

• Service Delivery Kaimahi (2 to 3 FTE): Note that the overall FTE ratio is based on 1:10 

clients and proposed annual allocation of 20 clients in year 1 and 30 clients in year 2.  

o Social Worker - Mental Health (1 FTE): Social Worker with mental health 

background who will provide professional health support for Whānau.  

o Service Delivery - Community Support Worker (1 to 2 FTE): Social Worker(s) with 

social capability background. Will undertake the initial assessment of need, 

provide support and work with families to transition them from their current 

homeless situation to sustainable housing.  

• Tenancy Coordinator/Property Locator (1.0 FTE): Accountable for finding sustainable 

housing and managing tenancy relationships. Staffing is based on a ratio of 1:25 

properties, recognizing the additional effort required to source properties in 

Wellington. Note that Kāhui Tū Kaha will employ and manage this role until such time 

as KWS receives CHP status. At that point the role will transfer to KWS. 

KWS is committed to a systematic approach to recruitment and selection in order to attract, 

select and appoint the best Kaimahi through a fair and merit-based process. This is outlined in 

our Recruitment and Retention policy, which also requires the mandatory vetting by Police of 

frontline Kaimahi.  

KWS places a high level of importance on Kaimahi being properly trained and encourages 

Kaimahi to undertake continuing education to ensure ongoing quality service delivery to 

Whānau. KWS has a training and development policy for all Kaimahi and provides induction 

training that includes self-determination, engagement with Whānau and risk management. 
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KWS also has policies that ensure that Kaimahi act in accordance with established policies and 

expectations of behaviour. 

A.06 - HR1 Recruitment and Retention 

A.07 - HR5 Training & Development 

A.08 - HR2 Induction 

A.09 - Induction Training Package 

A.10 - HR4 Performance Management 

A.11 - Kaimahi Qualifications and Capability 

2.3.5 Maintaining data, document filing systems and security of private information  
KWS will adopt RecordBase as its Client Management System (CMS) and is currently working 

with WildBamboo to confirm workplans, resource requirements and milestone dates required 

to achieve full roll-out by 15 April 2019. RecordBase is a cloud-based CMS that is used by 

community agencies throughout New Zealand and Australia. It is a proven, secure platform, 

which will provide the required level of information management, ease of access, reporting 

functionality and data security that is required for HF.  

Feedback from Kāhui Tū Kaha is that RecordBase is already set up to collect and report on HF 

service delivery and outcomes and is the preferred electronic client management system for 

all Auckland HF providers. RecordBase will also assist KWS to collect robust data to share with 

collaborative providers.   

To prepare for the transition, WildBamboo provided KWS with a test platform as part of our 

due diligence process. Feedback from Kaimahi, particularly in comparison with our current 

platform (RataOra), has been hugely positive, noting ease of access, simplified data entry and 

greater reporting capability. Furthermore, KWS has moved to a paperless system of online 

recording and has a technology framework that will support the mobile nature of the HF 

service.  

In respect of paper-based files, records and information, KWS has policies that ensure client 

information is secure, accurate and that privacy is protected.  

A.12 - RecordBase Customer Agreement 

A.13 - SD6 Closing Files 

A.14 - SD7 Whānau File Management 

A.15 - HR10 Confidentiality 
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2.3.6  Sharing feedback, progress and learning’s with the wider sector 
KWS acknowledges that HF is a relatively new initiative and will actively work with other 

providers to review and improve the HF service, an acknowledgement that feedback from 

related organisations and interested parties will help to inform the overall service delivery 

model throughout Aotearoa.  

KWS also understands that the Community of Practice forum is important, as it is a place for 

providers to share operational learnings. Last year, at the invite of Kāhui Tū Kaha, KWS sent a 

staff member to attend a forum meeting. Attendance at the hui has shown us the value that 

this forum provides and will fully commit to attending and participating in future Community 

of Practice forums.  

It is also important to note that KWS is very confident in its ability to share feedback, progress 

and learnings with other organisations. Our collaborative network is extensive and we 

currently connect with a diverse range of organisations. Partnerships, relationship 

agreements and collective forums allow like-minded organisations to bring ideas together and 

is an approach based on the sharing of resources through strong relationships. This aligns 

with international trends, current government thinking and many of the regions social agency 

plans to be more proactive in the way that they engage with each other across their 

respective sectors.  

KWS therefore understands the importance of sharing knowledge and is dedicated to working 

proactively and in coordination with our networks to ensure that collectively our services 

remain flexible, responsive and add value within our communities.  

A.16 - Record of Collaborative Partners 
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2.4  Service Provision  

2.4.1 Ability to work as lead provider and work with other providers and agencies 
KWS has established a broad, collaborative network. The connections, partnerships and 

relationships forged over 40 years, enables KWS to contribute and benefit from the collective 

expertise that is generated when like-minded organisations work together.  

 

Diagram 1: KWS Relationship model 

The relationship model is a representation of how KWS connects and works with other 

organisations. At its core, the nucleus, which stems from the foundations of tikanga, referring 

to practices of whanaungatanga, manaakitanga, kotahitanga and rangatiratanga. The values 

create the invisible bonds, that bind and hold relationships together. They also give us 

strength and confidence when working with others to drive transformational change. We will 

never compromise our values, but we are always flexible in the way that we try to achieve 

value.  

Thus, in many respects, the requirement to act as lead provider and work with other agencies 

will be business as usual for KWS; however, we will continue to strengthen our network and 

will discuss our HF program with our stakeholders, working through any changes or impacts 

to our relationship. Our proven track record gives us confidence in our ability to work as a 

lead provider and collaborate with other providers and agencies. 
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A.16 - Record of Collaborative Partners 

A.17 - Relationship Diagram 

2.4.2   In-depth knowledge and understanding of the Housing First model  
Our approach to service delivery for HF will be based on the experiences we have gained 

through Te Whakamura ai te Ahi, Whenua KonnX and while serving our community for more 

than four decades. We have also benefited greatly from the insight gained from Kāhui Tū 

Kaha, having taken the time out last year to experience first-hand the work they do. Using this 

collective wealth of experience as a foundation, we have refined our current delivery 

methodologies and created a new delivery model, which is outlined in our Whenua KonnX, 

Housing Solutions, Service Delivery Process Map.  

The first page of the Process Map reminds us of our underlying commitment, that is, to 

ensure that Whānau remain in control of the pathway to realising their aspirations. It also 

outlines our four key milestones; Connect; Assess; Respond; and, Maintain. The arrow that 

connects each milestone in the Process Map, shows that each part is connected to the next 

part, in a constant movement towards the end goal, which is Mauri Ora.  

 

Diagram 2: Taken from Housing Solutions, Service Delivery Process Map - Connect 

The first milestone, which is Connect, uses the organisational values of whanaungatanga, 

kotahitanga, manaakitanga and rangatiratanga to create the bridge that connects us with 

Whānau, and with the communities that Whānau come from.  

The outer circle, in the above diagram, represents the communities that we live in. The list of 

organisations is a small subset of those who we connect with regularly; however, it is from 

this community that Whānau connect with our services. There are four main avenues through 

which Whānau arrive at our doorstep, with the largest numbers currently coming to our 

Whenua KonnX team via referrals from other agencies. Related to referrals, walk-ins are also 

common, often a result of a word or recommendation from friend or family. This later point is 
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particularly true in respect of Whānau who know people who have experienced, directly or 

indirectly, the services that KWS has to offer. In addition, KWS will, from time to time, lead or 

participate in outreaches with other organisations to connect with Whānau who are on the 

streets. The organisations that we have worked with include; the Soup Kitchen; Wellington 

City Mission; Wellington City Council; NZ Police; Te Aro Health Centre; Local Hosts; and the 

Salvation Army. 

The second milestone in our process is Assess. The drive here is to understand need and place 

Whānau at the centre of decision making. KWS will use three tools to facilitate this process 

and ensure consistent processing of HF applications. The tools are as follows: 

1. Enrolment Form: KWS will revise our current enrolment form to ensure that it captures all 

required information and that that applications meet eligibility rules for HF. We will 

confirm that our new form meets Provider requirements with HUD. 

2. Mauri Oho Journal: We will use our Mauri Oho framework and journal to better 

understand Whānau need. Mauri Oho also helps to focus on what is important for 

Whānau and forms the foundation for self-determination and the base from which to 

construct a plan for their future.  

3. Hua Oranga Outcome Tool: KWS will move to align and incorporate the Hua Oranga tool, 

which has been adopted by Kāhui Tū Kaha, into our Mauri Oho process. This will allow us 

to measure improvement in Whānau health, service delivery and evidence the impact 

that our service is having on Whānau. We will also be able to make direct comparisons of 

our outcome results with those achieved by Kāhui Tū Kaha. 

The third milestone is Response, which is about providing immediate access to housing and 

putting the critical building blocks in place to begin the recovery process. There are four 

components within this process: 

1. Housing: Immediate Access; No Readiness Conditions; Consumer Choice. 

2. Home Essentials: Furniture; Bedding; Clothing; Household Items; Food. 

3. In-Home Support: Cooking; Cleaning; Hygiene; Basic Maintenance; Budgeting. 

4. Intervention: Social Capability; Financial Capability; Mental Health; Chronic Care; 

Addiction. 

Once Whānau have been placed into housing and the essential building blocks locked in 

place, our process then shifts to Maintain. Here we add three additional blocks: 

1. Social Integration: Marae; Community Hubs; Local Agencies; Support Groups; Bus 

Routes; Shops; Bank; Whakapapa Connections. 

2. Employment: Retraining; Vocations & Trades; Driver’s License. 

3. Education: Educational programs; Literacy & Numeracy; Financial Literacy; Cultural 

Connection. 

For KWS, the ultimate objective is to achieve Mauri Ora and the aspirations outlined in our 

model are aligned with the goals that are set out within the Whānau Ora framework. 

The real time information, from in-house experience and from others, has enabled us to bring 

together what we believe is a robust and innovative service delivery framework. We are 

therefore very confident of our understanding of the HF model and what it will take to ensure 

our success as a provider. 
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A.18 - Housing Solutions, Service Delivery Process Map 

A.19 - Mauri Oho Journal 

A.20 - Hua Oranga Outcome Tool (Draft) 

2.4.3   Sourcing secure housing for the targeted group 
As noted previously, KWS has demonstrated experience in sourcing social housing and will 

partner with Kāhui Tū Kaha to find secure housing for the targeted group. 

Kāhui Tū Kaha has experience in sourcing both public and private housing and securing this 

for a person requiring social housing. It is anticipated that most housing will be sourced from 

private landlords, as is occurring under HF in Auckland. Note that, KWS currently secures 

properties from across Wellington, focusing on placing people in the suburb and location of 

their choice. We anticipate that housing will continue to be in scattered locations across the 

region; however, Kāhui Tū Kaha has shown that it is able to secure properties in all locations 

of Auckland, including 1 or 2-bedroom properties, and done so in a timely manner.  

2.4.4   Addressing matters that have led to insecure housing choices 
The data available in New Zealand tells us that there are a range of reasons why people 

became homeless. Cultural disconnection, relationship breakdowns, unemployment, under-

employment, physical or sexual abuse, mental health, disability, criminal record and debt may 

contribute to individuals or Whānau becoming homeless. Thus, providers must acknowledge 

that each circumstance is unique and that there is no ‘cookie cutter’ approach to reducing 

homelessness. 

As noted previously, KWS will use the Mauri Oho framework to understand need and 

determine what is required to create a pathway forward. Mauri Oho examines the four Māori 

dimensions of wellbeing, looking at where Whānau are currently situated in respect to; 

wairua (spiritual or non-physical elements); hinengaro (conscious mind); tinana (physical 

body); and, whānau (family). Ngā Moemoeā asks Whānau to imagine a better future, then 

turns to short-term and medium-term plans. Whai Rawa opens the pathway to strengthen 

independence, unpacking what financial wealth might look like. Finally, Whānau Ora 

ascertains the resources Whānau already possess, such as, bank account, KiwiSaver, Birth 

Certificate and Drivers Licence.  

This information allows us to build a complete picture of the Whānau situation from which to 

help construct a strength-based plan, based on Whānau aspirations, not what we think they 

should do.  
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We then move to addressing the issues that have led to insecure choices, which is outlined in 

our Response process.  

 

Diagram 3: Taken from Housing Solutions, Service Delivery Process Map - Response 

As can be seen in the diagram, our values are ever present, at the centre, surrounding 

Whānau and continuing to reinforce our connections. There are four critical building blocks, 

starting at the top, with obtaining housing; immediate access; no readiness conditions; 

Whānau choice; and self-determination.  

The remaining blocks deal with the things that have led to transience and homelessness. In-

Home Support is critical, addressing the essentials of living in a home; cooking, cleaning, 

hygiene and other life skills. Understanding basic home maintenance is also important, as is 

budgeting to ensure that rent, power and other bills are accounted for.  

The next block is Home Essentials, starting with a Well Homes assessment, which is part of a 

partnership arrangement, to make certain that the home is safe, warm and fit for purpose. 

The physical resources that make up a home are also assessed, which may include the 

purchase of furniture, bedding, kitchen equipment and other household items. We will 

examine transport options and even help with moving, if that is what is required.  

The last component is Interventions and can include support with factors, such as, Social 

Capability, Financial Capability, Mental Health, Chronic Care, Health Care and Addiction i.e. 

alcohol, drugs or gambling. KWS focuses on providing person-centred support that is 

individualised and self-driven by the Whānau. While support may come in-house, KWS will 

also work closely with other agencies, health providers, organisations or extended Whānau, 

an acknowledgement that KWS might not be the most appropriate provider in any given 

circumstance.  

A.18 - Housing Solutions, Service Delivery Process Map 

A.19 - Mauri Oho Journal 

Inter en ons 

In Home 

Support 

Housing 

Whānau Whānau 
Home  
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2.4.5   Supporting people to stay in their house without threat of eviction 
Through experience, we know that supporting people to stay in their home is often extremely 

complex; family circumstance, education, financial literacy, physical wellbeing and other 

issues, requiring different steps, various interventions, multiple connections and diverse 

solutions in order to reach a positive outcome. Thus, our attention turns towards building 

resilience in the areas of their lives that led to housing vulnerability in the first place, which is 

outlined in our Maintain process.  

 

Diagram 3: Taken from Housing Solutions, Service Delivery Process Map - Maintain 

As can be seen in the diagram, we add three additional building blocks to the framework, 

wrapped around the centre, which for us represents a korowai or cloak that surrounds and 

sustains the Whānau. Our values, again ever constant, continue to connect us, both with 

Whānau and with the agencies and organisations that support the achievement of agreed 

outcomes.  

Social Integration looks at the emotional and practical support that we can put in place to 

ensure that Whānau feel part of their community. This includes connecting Whānau to local 

Community Hubs; Agencies and Support Groups. Understanding the bus routes, where the 

supermarket is situated, how to access the bank, shops etc, is also important to integration. 

Further, KWS actively supports Whānau to have positive engagement with their extended 

family, recognizing the role they have in achieving a healthy self-identity and social inclusion. 

Here we connect Whānau to family living in the area, using Whānau, Hapū, Iwi, Marae and 

Whakapapa connections to leverage support for this to happen.  

Education is about helping Whānau to achieve their educational dreams or aspirations. In 

some cases, this is about raising the level of literacy and numeracy, to better participate in 

society, in other instances it is about supporting their desire to learn new skills and 

knowledge. 

Inter en on 

Social  

Integra on 

 duca on 

In Home 

Support 

Housing 

Solu on 

 mplo ment 

Whānau Whānau 
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Employment looks at what practical steps we can put in place to support Whānau to move 

into employment, if that is their goal. This may include connecting Whānau to retraining 

opportunities, through to assisting them to get a driver’s licence.   

A.18 - Housing Solutions, Service Delivery Process Map 

A.19 - Mauri Oho Journal 

2.4.6.  Number of individuals or families that can be supported annually  
KWS is confident that a contracted volume of 20 families in Year 1 and 30 families in Year 2 is 

achievable.   

Our Whenua KonnX team has created strong, positive relationships with homeless Whānau 

and community stakeholders alike. This directly led the successful placement of 221 clients 

into temporary and permanent housing last year. While the objectives for the HF contract are 

focused on permanent solutions, and extend past initial placement, KWS is extremely 

confident that we will deliver the contracted number of outcomes. 

2.4.7  Identification, management, mitigation and minimisation of risks  
KWS recognises that good risk management is an integral part of best practice and has 

established a risk management framework for identifying, assessing and mitigating risks. The 

framework enables continual improvement in decision-making, as well as helping to protect 

and predict events that will place the organisation and our people at risk.  

The Risk Management policy sets out the overall principles and procedures and is directed 

towards realising potential opportunities whilst managing adverse effects. The policy includes 

a matrix to guide identification of risk and ensure that risk mitigation strategies are well 

managed and dealt with effectively.  

In respect of client interaction, the main mitigation strategy is for Kaimahi to engage well with 

clients, interacting in a professional manner that enhances mana and engenders trust. KWS 

has a Cultural Appropriateness policy that relates specifically to working with Māori to ensure 

that KWS is culturally sensitive and maintains ethical standards that are appropriate for all 

Whānau. 

There remains however, potential for Kaimahi to be exposed to violent or challenging 

behaviours and all Whānau are assessed for any risks they may pose to themselves or others. 

The process is outlined in our Intake, Assessment and Goals policy and Kaimahi will use Mauri 

Oho to conduct a needs assessment and develop strengths-based goals that are based on 

Whānau goals.  

Given that potential risks to Kaimahi cannot be eliminated, our Safety Process policy is 

designed to keep Kaimahi safe and articulates clear safety procedures when working in 

potentially risky situations. When working with clients, where there is an identified risk, 

Kaimahi must advise of their concerns immediately so that appropriate action can be taken to 

eliminate the potential harm. The policy also speaks to mandatory reporting where abuse or 

neglect is identified by staff when working with Whānau. 

KWS has a policy that specifically deals with workplace safety, to proactively identify and 

manage risks in respect of workplace health and safety. The policy outlines training for 

Kamahi and sets out mandatory reporting requirements. A Health and Safety Committee has 
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also been established to provide the mechanism for Kaimahi to actively participate in the 

ongoing management of Health and Safety in the workplace.  

KWS is also ISO 9001:2015 accredited and recognises that risk is inherent in all systems and 

processes. Our Quality Plan ensures that risks are identified, considered and controls are in 

place within all policies. KWS has also established a QA Committee to evaluate performance in 

the delivery of services and the quality of products provided to Whānau. 

Note that KWS is currently in the process of reviewing all policies; including updating Health 

and Safety policies and has recently participated in an ISO Health Audit, which is a 

requirement to maintain accreditation.   

A.21 - ORG12 Risk Management 

A.22 - SD10 Safety Process 

A.23 - SD2 Intake, Assessment & Goals 

A.24 - HS3 Terms of Reference - Health and Safety Committee 

A.25 - HS1 Health and Safety 

A.26 - QA9 Terms of Reference - Quality Committee 

A.27 - QA8 Quality Plan  

A.28 - HR13 Cultural Appropriateness 

2.4.8  Confirmation of MSD Level 2 Accreditation  
KWS has Ministry of Social Development, Level 2 Accreditation. 
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2.5  Relationship Management  

2.5.1  Ability to work with MSD, government agencies and community organisations 
KWS has a proven history of collaboration and understands the importance of working with 

government and other community agencies to ensure that the services are focused around 

client need rather than agency or service provider constraints. KWS always works with 

transparency and integrity and recognises the additional responsibility it carries as the only 

kaupapa Māori, Iwi endorsed, homeless service in Wellington city.  

KWS currently manages several programs under the Ministry of Social Development umbrella, 

which are as follows: 

• Women’s Protected Persons Programme: This programme is available to women who are 

the applicant to a protection order, are offered the programme by the Family Court, or 

women who self-refer as victims of family violence.  

• Women's Managing Anger Group Programme: Available for women who self-refer, to 

address issues of anger and/or violence. 

• Men's Respondent Group Programme: A programme for men who have been ordered, to 

attend a programme by a Family Court judge as part of their probation and/or those who 

self-refer to address issues of anger and violence – Wellington and Hutt Valley 

• Violence education programme: For Whānau and rangatahi to develop self-management 

intervention strategies in situations where violence or abuse is evident. 

• Social work support: For the Whānau of children and young people where a serious social 

need has been identified. A range of support strategies are delivered in consultation with 

Whānau, which aim to strengthen resiliency; promote healthy home environments and 

provide a healthy lifestyle for children and young people. 

• Building Financial Capability: Working to support Whānau to move to a more stable 

financial position by overcoming systematic barriers associated with lack of financial 

stability.  

As noted previously, KWS maintains a wide network of connections and continues to forge 

strong relationships with a diverse range of state and community organisations. The nature of 

collaborative arrangements ranges from; the sharing of information through to contractual 

agreements related to various service delivery outcomes. Collaborative arrangements enable 

KWS to deliver a wider range of services to people than it would otherwise be able to do 

alone.  

A.17 - Record of Collaborative Partners 

A.29 - End of 2018 Financial Year MSD Report  

2.5.2  Building effective relationships with Landlords 
As noted previously, KWS is an organization that is strong in managing relationships and will 

work with Kāhui Tū Kaha to build capability in this area.   

Kāhui Tū Kaha has a wealth of experience in sourcing private housing and have had success in 

developing relationships with private landlords to the extent that these landlords now seek to 

transfer other properties to them. Kāhui Tū Kaha has relationships with national real estate 

agencies and they will employ a Property Locator/Tenancy Coordinator, who will be based in 
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Wellington. This person, together with the relationships with the private landlords, will be 

transferred to KWS when CHP status is obtained. 

A.17 - Record of Collaborative Partnerships 

2.5.3  Problem resolution and escalation of issues arising from service provision  
KWS is dedicated to providing the very best service to clients and encourages Whānau to 

provide feedback. KWS also understands that Whānau are entitled to receive services in a 

manner consistent with their needs, which optimise their quality of life and minimises 

potential harm. Our Whānau Rights policy clearly articulates these responsibilities, ensuring 

that KWS will: 

•  Always involve Whānau in the development, planning and ongoing management of 

their care and support; 

•  Ensure that all Kaimahi are properly qualified to co-ordinate Whānau support; 

•  Treat whānau, their homes and property with respect; 

•  Advise Whānau of any financial interest or association which it has with any other 

provider of services to which Whānau are referred; and, 

•  Honour the principle of participation inherent in the Treaty of Waitangi. 

While we will try our very best to ensure positive experiences, there may be times when the 

service provision does not meet expectations. KWS has a Complaints policy that set-outs the 

requirements for the collection, review, resolution, escalation and overall management of 

complaints. 

KWS ensures that it objectively, systematically, and continuously assesses, assures, monitors, 

evaluates, and improves the quality of processes, activities, programmes, and services 

provided. This is outlined in our Continuous Quality Improvement policy. Further, in order to 

maintain a consistent, quality approach, KWS regularly reviews its services and enables 

Kaimahi to make comments, recommendations and suggestions regarding service provision 

enhancements.  

A.27 - QA8 Quality Plan 

A.30 - QA2 Continuous Quality Improvement  

A.31 - SD9 Whanau Rights 

A.32 - SD8 Complaints  

2.5.4  Referees  
 

Farahmand Kamali 

Advisor, Partnering for Outcomes 

Oranga Tamariki-Ministry for Children 

Email: Farahmand.Kamali@ot.govt.nz 

P (04) 894 5305 | M 029 917 1140 | DDI: 44305 
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Raeleen Toia 

Clinical Nurse Led Manager 

Nurse Practitioner Candidate Mental Health 

Te Aro Health Centre 

Realeen@tearohealth.org.nz 

021331797 

 

Kura Moeahu 

Chairperson 

Te Runanganui o Te Atiawa 

Kura.moeahu@parliament.govt.nz 

021490763  
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4.0    Pricing Information  

4.1.1  Detailed breakdown of Pricing Components 
A summary of the pricing components and costs for delivering the service are as follows:  

 

A detailed breakdown of the pricing components, underlying cost inputs for delivering the 

service and pricing assumptions are attached in the Housing First Costing Proforma. In 

preparing the pricing, KWS has considered all risks, contingencies and other circumstances 

relating to delivery and this has been factored into our calculations.    

As noted in this proposal, KWS will partner with Kāhui Tū Kaha, who will provide the Tenancy 

Management, Property Management and Property Sourcing service components for our HF 

delivery. The table below summarises the specific costs that have been included within the 

budget to allow for Kāhui Tū Kaha to facilitate this work on our behalf. These functions, 

including Kaimahi, will be transferred to KWS when CHP status is obtained.  

 

 

All figures are in $NZ and exclusive of GST. 

A.33 - Housing First Costing Proforma  

 

  

Total - Housing First Proforma Proposal Per Outcome

Total Outcomes Y1 & Y2 50

Annual Operating Costs 188,589$             11% 3,771.78$            

Cost of Staffing 746,720$             44% 14,934.40$          

Central Overhead Costs 193,185$             11% 3,863.70$            

Miscellaneous Costs 25,000$               1% 500.00$               

Cost of Engagement & Coordination 33,317$               2% 666.35$               

Property Costs 433,313$             25% 8,666.25$            

Establishment Costs 80,453$               5% 1,609.06$            

Total Cost 1,700,577$          34,012$               

Kāhui Tū Kaha Year 1 Year 2

Annual Operating Costs 19,984$               9,392$                 Travel, Recruitment, Supervision

Cost of Staffing 78,000$               78,000$               Tenancy Coordinator/Property Locator

Central Overhead Costs -$                         -$                         KWS

Miscellaneous Costs -$                         -$                         KWS

Cost of Engagement & Coordination -$                         -$                         KWS

Property Costs 2,695$                 2,695$                 Maintenance

Establishment Costs 1,800$                 -$                         Multi-function laptop & mobile phone

Total Cost 102,479$             90,087$               
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5.0  Proposed Contract  
KWS accepts the proposed framework terms and conditions.  
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Appendices 

Appendix One: List of Supporting Documents 

File Document 

A.01 NKKP Constitution 2018 

A.02 Iwi Support letter 20.04.18 

A.03 KWS Performance Report - For the year ended 30 June 2018 

A.04 Te Whakamura Ai te Ahi Contract 

A.05 Housing First - Readiness Timeline 

A.06 HR1 Recruitment and Retention 

A.07 HR5 Training and Development 

A.08 HR2 Induction 

A.09 Induction Training Package 

A.10 HR4 Performance Management 

A.11 Kaimahi Qualifications and Capability 

A.12 RecordBase Customer Agreement 

A.13 SD6 Closing Files 

A.14 SD7 Whānau File Management 

A.15 HR10 Confidentiality 

A.16 Record of Collaborative Partners 

A.17 Relationship Diagram 

A.18 Housing Solutions, Service Delivery Process Map 

A.19 Mauri Oho Journal 

A.20 Hua Oranga Outcome Tool 

A.21 ORG12 Risk Management 

A.22 SD10 Safety Process  

A.23 SD2 Intake, Assessment and Goals  

A.24 HS3 Terms of Reference - Health and Safety Committee  

A.25 HS1 Health and Safety  

A.26 QA9 Terms of Reference - Quality Committee 

A.27 QA8 Quality Plan 

A.28 HR13 Cultural Appropriateness 

A.29 KWS end of 2018 Financial Year Report for MSD 

A.30 QA2 Continuous Quality Improvement Policy 

A.31 SD9 Whānau Rights  

A.32 SD8 Complaints 

A.33 Housing First Costing Proforma  

A.34 HUD Presentation – 4 March 2019 
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Appendix Two: Glossary of Terms 
Kupu Māori – Whakamāori | Whakapākehā – English Translation 

Kotahitanga (noun) unity, togetherness, solidarity, collective action. 
 

Manaakitanga (noun) hospitality, kindness, generosity, support - the process of showing 
respect, generosity and care for others. 
 

Mana Whenua (noun) territorial rights, power from the land, authority over land or territory, 
jurisdiction over land or territory - power associated with possession and 
occupation of tribal land. The tribe's history and legends are based in the lands 
they have occupied over generations and the land provides the sustenance for 
the people and to provide hospitality for guests. 

Māori (modifier) native, indigenous, fresh (of water), belonging to Aotearoa/New 
Zealand, freely, without restraint, without ceremony, clear, intelligible. 
 

Mauri Oho the awakening of the spirit' 
 

Rangatiratanga  (noun) kingdom, realm, sovereignty, principality, self-determination, self-
management - connotations extending the original meaning of the word 
resulting from Bible and Treaty of Waitangi translations. 
 

Te Ao Māori  the Māori world. This includes Te Reo (the language and dialects), Tikanga (the 
processes and practices), Marae (the community focal point), Waahi Tapu (sites 
of importance) and access to whānau, Hapū and iwi. 
 

Te Whare Tapa Whā 
Taha tinana 
Taha wairua 
Taha whānau 
Taha hinengaro 

Māori health model. The four cornerstones (or sides) of Māori health.     
physical health 
spiritual health 
family health 
mental health. 

Tūrangawaewae (noun) domicile, standing, place where one has the right to stand - place where 
one has rights of residence and belonging through kinship and whakapapa. 

Whānau (noun) extended family, family group, a familiar term of address to a number of 
people - the primary economic unit of traditional Māori society. In the modern 
context the term is sometimes used to include friends who may not have any 
kinship ties to other members. 
 
KWS also uses the word Whānau as the descriptor for client, consumer or 
customer. 
 

Whānau Ora Whānau Ora ("family health") is a major contemporary indigenous health 
initiative in New Zealand driven by Māori cultural values. Its core goal is to 
empower communities and extended families (whānau) to support families 
within the community context rather than individuals within an institutional 
context. 
 

Whanaungatanga (noun) relationship, kinship, sense of family connection - a relationship through 
shared experiences and working together which provides people with a sense of 
belonging. It develops as a result of kinship rights and obligations, which also 
serve to strengthen each member of the kin group. It also extends to others to 
whom one develops a close familial, friendship or reciprocal relationship. 

 


