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1. INTRODUCTION

This Site Management Plan (SMP) informs the operation of Contracted Emergency Housing
(CEH) at 26 - 28 Victoria Street & 5 Union Street Rotorua (Union Victoria Motel).

Resource Consent (RC 17673) to use the site and buildings at 26 - 28 Victoria Street & 5 Union
Street for CEH was granted on 15 December 2022, for a duration of 2 years. Condition 21 of
RC17673 requires this SMP to be submitted to Rotorua Lakes Council’'s Compliance Monitoring
Officer for certification by 2 March 2023.

The purpose of the SMP s to fulfil the requirements of RC 17673 and ensure that resource
consent conditions (see Appendix 1) are complied with by:

a. Operating under the Contracted Emergency Housing model as described in Te Hau ki te
Kainga Strategic Plan (see Appendix 7);

b. Ensuring the wellbeing of Contracted Emergency Housing occupants through appropriate
placement of occupants based on the Contracted Emergency Housing site;

c. Mitigating effects of Contracted Emergency Housing on the immediate neighbourhood;
and

d. Ensuring appropriate communication, monitoring and reporting, and response to
complaints.

2. KEY CONTACTS

Consent Holder:

The consent holder is the person who has the right to implement the resource consent for CEH on
the site. Ultimately it is the responsibility of the consent holder to comply with the resource
consent conditions.

Name: Edith Yan
Phone: 027 358 9068
Email: edithyan@gmail.com

Motel Operator:

The Motel Operator is the onsite motel manager. The Motel Operator is responsible for the
management of the site and buildings, including cleaning the units and keeping the site and road
berm in front of the site tidy. The role of the Motel Operator is described in more detail in section
4.1 below.

Name: Marcia Morehu, Manager, Geneva Motor Lodge
Phone: 027 606 1922
Email: marcia@genevamotorlodge.co.nz

Service Provider:

The Service Provider is responsible for the operation of the site in terms of providing social
services and support to the whanau who are residing in CEH. This includes managing entry and
exit to the site (including visitors), ensuring whanau are allocated to a unit that best suits their
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needs, on-site support services and 24/7 security. The role of the Service Provider is described in
more detail in section 4.2 below.

Visions of a helping hand — Sarah Isaac
Phone: 0800 4 847466

Mobile 027 223 6424

Email: sarahisaac@visions.org.nz

Suitable Representative:

The ‘Suitable Representative’ (Condition 2) is the principal contact person for Rotorua Lakes
Council regarding this consent:

Chantelle Windlebourne, Senior Advisor, Ministry of Housing and Urban Development
Phone: 04 832 2407

Mobile: 021 240 6972

Email: Chantelle.Windlebourne@hud.govt.nz

3. OCCUPANCY AND REPORTING

3.1 Scale and Intensity

A maximum of 56 occupants will reside within the 20 Contracted Emergency Housing units. To
avoid doubt, this does not:

1. Restrict the length of stay for residents in the CEH units; or

2. Limit the number of people residing in the Manager’'s Accommodation

3.2 Occupancy Reporting

A written (including electronic) record will be maintained at all times that records:

a. The total occupancy numbers across the whole site;

b. The number of people within each unit; and

c. The details of any complaints received and any incidents where security staff intervention
has been required, and responses undertaken by the Consent Holder to address these
incidents or complaints

A record of the number of occupants residing at the site, and complaints, will be provided, by the
5" day working day of each month, to the “Suitable Representative” (see section 2 above) who
will report to Rotorua Lakes Council’'s Monitoring and Compliance Officer at six monthly intervals.

4. SITE MANAGEMENT

All on-site staff shall be aware of, and understand, the resource consent and its conditions and
the compliance obligations. Together, the Motel Operator and the Service Provider are
responsible for implementing the Site Management Plan.
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The Site Plan attached at Appendix 2 outlines the shared open space, administrative (office and
conference rooms) and parking areas on the site.

The division of responsibilities between the Motel Operator and the Service Provider are outlined
below.

4.1  Motel Operator

The Motel Operator or their employee will be based in the reception area and living quarters, 7
days per week. The Motel Operator is responsible for building maintenance and cleaning of the
site, including the following:

Daily tidying of the site and immediate surrounds

1. The motel operator will ensure that any household effects from CEH occupants are stored
inside existing buildings on the site.

2. The Motel Operator will locate waste storage areas (i.e. rubbish bins / recycling areas) so
they are not easily visible from the road frontage or residential properties.

3. The Motel Operator will undertake, and complete a daily written record of:

i.  Daily tidying of the subject site and immediately adjacent street berm to ensure the
site contributes to an attractive streetscape;

ii.  Daily removal of rubbish and graffiti from the subject site and street berms in front
of the subject site; and

iii.  Daily removal of shopping trolleys from public view from the subject site and street
berms in front of the property.

Maintenance and routine cleaning, including:

1. The Motel Operator is responsible for onsite maintenance and cleaning, including:
i.  Regular maintenance checks of all motel units;

ii. Repairs to motel units, shared areas, reception, laundry, equipment, chattels, and
fire system. If a client has damaged the property, the reporting tool will be
completed by the Service Provider;

iii.  Routine inspections of all units and full cleaning after CEH occupants exit;
iv.  Organising trades and contractors to fix repairs;

v.  Ensuring waste storage is screened from the road frontage or residential
properties; and

vi.  Maintaining the gardens and outdoor areas, including:
a. Retaining the existing trees and vegetation along all boundaries of the site;

b. Retaining the open space in the centre of the site in a suitable condition for
use by occupants;

c. Maintaining all external boundary fencing in the same or similar form to
existing fencing to provide privacy and security for contracted emergency
housing occupants and adjoining neighbours;

d. Maintaining landscaping in good condition and weed free. If any of the
landscaping dies or is diseased, the dead and/or diseased plants will be
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replaced in the same or similar location within the next planting season
(generally between May and October) with a same or similar species of
plants with a plant size capable of reaching the same height within the
following planting season.

4.2 Service Provider

The Service Provider is responsible for the onsite support services for whanau in CEH and
security. The actual services provided to whanau will depend on their individual needs.

A Social and Support Worker employed by the Service Provider will be present for all admissions,
whanau assessment, goal planning and connecting family/whanau with wrap around supports to
meet their immediate, current, and future needs.

The Service Provider supports clients experiencing changes and challenges in their lives, such as
but not limited to housing, family dynamics, addiction, education, and employment. Social and
Support Workers will support clients to set achievable goals, then support and monitor progress.
The Social and Support Workers will motivate and encourage clients to activate inherit strengths.

Key responsibilities for the Service Provider include:

i. Completing admission and assessment of whanau needs;

ii. Ensuring whanau are allocated a unit that best suits their needs including
considering accessibility, location on site, parking requirements and access to open
space.

iii.  Weekly inspections of the CEH units to ensure cleanliness, compliance with site
rules and suitability of the unit to whanau needs.

iv.  Explaining house rules (see Appendix 4) and regulations in an understandable
manner;

v.  Working alongside client to establish and individualised goal plan;
vi.  Monitoring goal plans and adjusting where appropriate;
vii.  Encouraging all children to attend age-appropriate education;
viii.  Maintain confidentiality at all times unless there is risk of harm
ix.  Ensure clients are aware of their rights, advocacy, and complaints procedure

X.  Ensure any concerns around child / adult safety, hazards and incidents are
identified, reported, then managed in line with policies, procedures, and work
practices.

xi.  Ensuring information about the location and cultural significance of
Whakarewarewa Village and Te Puia as well as expectations about respecting
these neighbouring sites is clearly displayed within the main circulation areas of the
site.

4.3 Onsite Services and Hours

Motel Reception — The reception operates the following hours:

¢ 8:00 am to 6:00 pm, Monday to Friday
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e 8:30 am to 6:00 pm, weekends and holidays.

Registered and trained Social and Support Worker — Onsite support provided during the
following hours:

¢ 8:30 am to 5:00 pm, Monday to Friday
Floating Social and Support Workers — Additional to the onsite Social and Support Worker at
the motel, for whanau that require increased support during the following hours:

¢ Monday to Friday 8:30 am to 5:00 pm.
Specialist Practitioners / Support Teams — Service Provider specialist teams or advisors who
are available to provide onsite support to whanau based on their particular needs, including:

e Mental Health and Addictions

e Family Harm

e Cultural Advisor

¢ Community Connection Liaison

e Housing Navigation

e Programme Facilitator

e Afterschool and Holiday Programmes

Within the hours of 8:00am — 5:00pm Monday to Friday there will be at least 1 on-site support
staff member, dependant on the whanau requirements within site. Location of training for support
staff will be at provider’'s business address unless such training is specific to site. Office work and
private client support space is available and shown on Site Plan appendix 2.

Security

Onsite 24/7 security will be provided by the Service Provider. Security will meet the following
requirements: Security Company: The security firm should, as a minimum, have the following:

o File an Annual Return for each year licence held
Hold a current status with the NZ Companies Office
Comply with the Privacy Security Personnel and Private Investigators Act 2010
Ensure all guards on site hold and display a NZ Security Guard Certificate of Approval
Meet vetting/background standards before guards are deployed
Ensure guards are appropriately trained in the roles and functions they are to carry out,
specifically training on customer service and conflict management.

Security Staff: All guards must:

e Hold and display (on site) a NZ Security Guard Certificate of Approval

e Have completed security company’s induction training for workplace hazards and
controls and understand how to report hazards

e communicate effectively with staff and clients

o Display a high standard of professionalism;
* are clean, tidy, well-groomed and
* in an appropriate uniform

o Perform their duties in a manner that is courteous, polite, helpful and with empathy
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o Be observant of their surroundings and be immediately ready to assist

Duties may vary to suit changing needs, but they should not detract from the primary purpose of
keeping staff and clients safe. The list below is not exhaustive, but the guard is to;

J Assess the potential risk of any client or visitor to the site

. Utilise protocols to further engage and delay entry to assess the risk of clients and
visitors who appear to be intoxicated or agitated

o Act in a manner towards all clients and visitors that is courteous, polite, helpful and
with empathy

. Be proactive in the identification and reporting of potential health, safety and security
hazards in the work environment

. Be involved in the planning and monitoring of situations where there is the potential
for conflict

J Move around the site monitoring the behaviour in a discreet, professional and friendly
manner

. Respond as appropriate to any duress alarm or emergency that may occur on site

. If requested escort staff to their vehicles

o Ensure that Security, Visitor and Contractor identification is worn

. Follow the Security Company radio and electronic security procedures

. Report all security and safety concerns, activity and incidents by way of incident
report to the security company and escalate accordingly

. Place the site into lock down if there is an immediate and serious risk to the safety
of staff and clients onsite

. Contribute to the ongoing management and planning of a site's health and safety
protocols.

. Debrief and review any incidents for continuous improvement purposes

4.4  Procedure for Whanau being placed into CEH

The Service Provider is part of the collective, Te Hau Ki Te Kainga, a community led, Kaupapa
Maori Principles based response to developing “Self-sufficient, interdependent and vibrant
whanau” by “Growing and nurturing future whanau leaders”. Whanau are placed into CEH using
the methodology outlined in the Te Hau Ki Te Kainga Strategic Plan (attached at Appendix 7).

Whanau are referred to CEH after being triaged and referred through Te Pokapu, a Rotorua
Housing Hub where whanau are assessed and considered for emergency housing using the Nga
Pou e Rima cultural assessment model (see Appendix 8). The Nga Pou e Rima framework
designed around five pou:

Te Pou Whanau — Family
Te Pou Hinengaro — Emotional Wellbeing
Te Pou Tinana — Physical
Te Pou Wairua — Spiritual
Te Pou Ahurea — Culture

Once a referral is received from Te Pokapl, whanau are assessed by the onsite Service Provider
to ensure they are allocated a unit that best suits their needs and particular circumstances using
the Nga Pou-e-Rima cultural framework. This includes consideration or management of people
whose behaviour may create unacceptable risk to other occupants. If an appropriate unit is
unavailable, whanau will be referred back to Te Pokapd.
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Unit allocation within the site also follows the Nga Pou-e-Rima cultural framework assessment
model and all Service Provider staff involved in triaging potential CEH occupants are trained and
are familiar with this methodology. In addition, the Service Provider aims to ensure that:

i. Placements are primarily for families with children, young people / rangatahi,
people with disabilities and the elderly;

i.  Crowding is avoided; and
iii.  Families with children have access to appropriate play space.

4.5 Animal Control

No animals shall be kept on site by CEH occupants other than disability assist dogs under the
Dog Control Act 1996.

4.6 Health, Safety & Responsibilities

Households must only use the main entrance to enter the site.
Consideration for access on and off the premises

e During intake the social and support worker will show respect and aim to build positive
rapport with all households entering the motel. During this stage the health and safety
procedures will be explained in an understandable manner. If the household requires an
interpreter or a support person, the Service Provider will support this.

e Occupant list — The Service Provider will complete all admission documents when
households arrive. These details will have name, DOB, phone number, emergency contact
and all children’s details. This list will be updated by the end of each working day. This
ensures that all staff are aware of who should be on the premises.

¢ Onsite staff will address any unauthorised visitors and concerns that arise, pertaining to
the non-compliance of safety rules and regulations.

e Onsite — A signing register will be completed for any services and contractors that enter
site.

e The Housing Support Provider Health and Safety Officer will complete and keep the Health
and Safety Risk Management Register up to date and current.

e The Service Provider will continue to work alongside the Motel Operator to ensure the
premises are fit for purpose.

¢ Inthe event of a high alert incident the following staff are available to provide extra support
to the onsite staff. Roaming security, floating social services, 24 hours on call social
services, 24-hour senior security officer and the Police where appropriate.

e If the motel operator reports any concerns regarding households. The Service Provider’s
onsite staff will address these concerns immediately.

e There is zero tolerance of drugs and limited tolerance of alcohol on the premises. There is
no tolerance of negative behaviours that occur from people under the influence of alcohol
and drugs.
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e There will be no thoroughfare or vehicle activity between the hours of 10:00 pm and 6:00
am.

e Children must be supervised at all times; the carpark must not be used as a play area.

e Children under the age of 14 years old must not be left alone.

4.7 Emergency Response Plan

The identification and reporting of health, safety, and security hazards in the environment

If an incident or hazard occurs onsite there is a reporting tool available either in hard copy or
electronic format. The Service Provider staff member who is present during the incident must
report immediately or in a timely manner. The following must be reported but is not limited to the
below

¢ Incident, accident, injury, illness, behaviour, vehicle incidents, complaints, threatening and
harmful behaviour, harm and safety issues regarding children

All households will be treated with high respect and their information will remain confidential.
Unless there is a risk to the household or others. If the police are required for further support, they
will be contacted by a The Housing Support Provider staff member that is present.

After the staff member has completed the reporting tool a The Housing Support Provider Manager
will complete the outcome and action section of the reporting tool. If the incident is higher than a
prescribed level, the report will be discussed with the CEO, General Manager, and the Board
members. All safety measures and preventative actions will be put in place in a timely manner.

ALL onsite staff are trained in First Aid, de-escalation and are able to complete a reporting tool.

Child Protection — Vulnerable Children’s Act 2014: The Service Provider holds in high regard
the safety of Children and Young People. We protect children and support them to thrive and
have a sense of belonging in their environment. Staff are trained to identify risk and harm
including but not limited to malnutrition, miss treatment and abuse. We work alongside the
household to source the most suitable supports that will enhance their family functioning and
stability. The Housing Support Provider encourages and empowers whanau to develop strong and
healthy relationships within the whanau and wider networks.

If abuse and neglect is identified, a Social and Support Worker will be contacted immediately. The
social worker will meet with the whanau to establish a risk assessment plan. The social worker will
make the decision whether it is appropriate to contact Oranga Tamariki. A report of concern will
be reported via phone and email.

Employees — All The Housing Support Provider employees will complete a Ministry of Justice
vetting form. To ensure they are safe to work with children.

Emergency Evacuation

Will be carried out in accordance with all regulatory requirements.
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4.8 Authorised Personnel and Visitors

Authorised Personnel

All authorised personnel must report to security and sign the register. Appointments are by prior
arrangement only. All external social, health and wellbeing services must show their employment
identification to security. The social worker will then guide the authorised personnel to the whanau
they are engaging with.

Visitors
Visitors will be permitted to visit onsite occupants subject to the following:

e There must be a discussion between the Service Provider and the occupant(s) before the
visitors can obtain access to the premises.

e The decision to accept a visitor will be on a case-by-case basis; all risks will be considered
before a decision is made.

e Visitors are not permitted to stay overnight;

e Visitors must only access the site via the main entrance;

e Visitors must sign in and out, advise who they are visiting and their expected length of stay
with security on entry.

e Security will direct visitors to appropriate parking.

4.9 Communication and Complaints

The Visions Complaints Procedure is attached at Appendix 5.
The Visions of a Helping Hand Aotearoa Complaints Procedure is attached at Appendix 4.

A directory of key contacts for the operation of CEH from 26 - 28 Victoria Street & 5 Union
Street — Union Victoria Motel is attached at Appendix 6. This directory will be delivered to
directly adjoining neighbours on or before 15 March 2023 and every six months thereafter.

A 24/7 0800 number [0800 53 44 44] is available for community and CEH occupants to call if they
have questions, concerns or complaints regarding the operation of CEH from the subject site.

This is a central phone number and complaints are triaged and managed by an external
independent party. The process for receiving, recording and resolving communication or
complaints made via the 0800 number managed by the Ministry of Housing and Urban
Development and is outlined below:

Complaints made through the 24/7 0800 number

Neighbours will be advised of the 0800 Number via the neighbourhood directory (Appendix 6).
The 0800 number will also be shared at appropriate forums such as the Community Liaison
Group and on MHUDs website.

Recording —

Phone calls received via the independent 0800 number will be documented. If the phone call is a
complaint, details will be recorded, any appropriate actions will be taken (see below) and the
complaint will inform ongoing monitoring of CEH.

Complaints received via the 0800 number will also inform the Compliance Report
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Complaints in regard to:

¢ Noise - will be forwarded to Rotorua Lake Council - 07 348 4199.

e Emergencies — will be informed to call 111

o Inappropriate behaviour, cars on berms, trolleys — will be recorded and sent to the
appropriate Motel Operator / Service Provider to remedy such issue as soon as possible.
(Within 24 hours.)

e Complaints that are deemed low immediate risk to surrounding area will be recorded and
sent to the responsible Motel Operator / Service Provider.

Resolving —

Complaints managed by Te Hau Ki Te Kainga will be recorded and responded to via email
outlining the response / resolution. Communication back to complainant will be made via email
where possible.

4.10 Laundry

Communal Laundry areas are available for households to use as directed by the motel operator.
Households must provide their own laundry detergent.

Households are responsible for all of their own laundry.

4.11 Noise Management

The following measures will be in place to manage noise at the boundary:

¢ No recreational equipment will be placed within five metres of the neighbouring residential
boundary fences.

¢ Visitor management through pre-approval and sign in procedures.

e Use of shared open space areas are restricted to the hours of 6:00 am to 9:00 pm.
e Consumption of alcohol in common areas is prohibited.

e Any illegal activities are prohibited in all areas of the site.

¢ Responsibility to maintain the quiet and peaceful enjoyment of the premises for other
households and neighbours is outlined in the Rules of Stay

e Breaches to the Rules of Stay may result in removal from the accommodation
The following measures will be in place to manage noise within the site:
e If noise disturbs other onsite residents the Service Provider will address this concern.

¢ Respect and understanding will be encouraged as all households have different needs.
For example, some people may work at nights and need a quiet environment to rest.

o If there is continuous disregard to noise management, the household maybe removed from
the premises, however, the Service Provider will first work with households to ensure, as
far a practicable, that noise is minimised.
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5. MOTEL SIGNAGE

5.1 Motel Sighage

Motel sighage attracting traditional motel guests to the site will be removed or covered for the
duration of the consent. This includes any vacancy/no vacancy signage and signs advertising the
motel’'s amenities. The name of the motel e.g. ‘Union Victoria Motel’ may remain on display.

5.2  Motel Online Advertising

As far as is practicable, all online advertising and websites promoting tourist accommodation and
other services at the site will be removed from online platforms for the duration of the consent.

6. RULES OF STAY AGREEMENT

Before moving into a Contracted Emergency housing unit, the placed individual / household
must read, review, and sign a ‘rules of stay’ agreement. The placement will not continue if these
are not agreed to and signed.

6.1 Welcome and Information Pack

The social service team will outline and explain the safety rules and regulations in an
understandable manner. All households are required to read, understand, and sign the admission
documents with a Service Provider staff member.

It is the responsibility of the staff member to ensure the household understands all documents
before signing.

Please see “Appendix 4 - Rules of Stay”

/. POINT OF CONTACT

Name Role Phone Email
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Chantelle Senior Advisor,

Windlebourne MHUD 021-2406972 | Chantelle.windlebourne@HUD.govt.nz
Marcia Morehu Manager (Motel | 027 447 7627 marcia@genevamotorlodge.co.nz
Operator contact)
Sarah Isaac Social Service 027 223 6424 sarahisaac@visions.org.nz

Manager (Service
Provider Contact)

8. SIGNATORIES

Signed for and on behalf of MHUD (Suitable

Representative): g:gzgzgz Eﬁ?e:

Date:

Signed for and on behalf of Union Victoria

Motel by its authorised signatories: Signatory name:
Signatory title:

Date:

Signed for and on behalf of Visions of a :
Helping Hand Signatory name:

by its authorised signatories: Signatory title:
Date:
Document: Union Victoria Motel Emergency  [UNCLASSIFIED] Housing Site Management Plan

| Issued: July 2021 | Updated: February 2023 | Version 1.2 |
|

13 | Page


mailto:Chantelle.windlebourne@HUD.govt.nz
mailto:marcia@genevamotorlodge.co.nz
mailto:sarahisaac@visions.org.nz

APPENDIX 1: RESOURCE CONSENT CONDITIONS

Site 12: 26-28 Victoria Street (Union Victoria)
General

1. The activity shall be in general accordance with the information submitted with the
Application for Resource Consent RC17673, the response to the request for further
information, dated 11 May 2022 and Site Plan entitled “26-28 Victoria Street, Rotorua,
Emergency Accommodation”, sheet 1 of 1, dated 10/05/2022.

2. The Consent Holder shall appoint a suitable representative within two weeks following the
commencement of this resource consent, who will be the principal contact person for
Rotorua Lakes Council in regard to matters relating to this consent. The consent holder
shall inform the Rotorua Lakes Council of the representative’s name and how they can be
contacted.

Should that person change during the term of this resource consent, the consent holder
shall inform the Rotorua Lakes Council as soon as practicable, and within no more than
five working days.

The representative shall meet with Rotorua Lakes Council within two weeks following the
commencement of this resource consent to confirm their understanding of the consent
conditions and compliance obligations.

Requirements

“Suitable representative” shall mean a person who:

a. is familiar with the conditions and compliance obligations of this resource consent;

b. has the necessary authority and ability to take action to respond to any resource
consent compliance matters; and

c. is available on a daily basis to respond to Rotorua Lakes Council’s staff queries about
the operation of Contracted Emergency Housing (CEH) on the subject site.

The representative can be the same person across all or some of the 13 CEH sites
consented on 16 December 2022.

The Ministry of Housing and Urban Development (MHUD) is required to confirm in writing
that the “suitable representative” fully understands all of the consent conditions, the
compliance obligations of the consent and satisfies the “Requirements” above. MHUD’s
written confirmation of the “suitable representative” shall be provided to Rotorua Lakes
Council within two weeks following the commencement of this resource consent.

Contract for the operation of CEH with MHUD

3. The site must be subject to a contract for the operation of CEH with MHUD at all times.
This shall include MHUD providing written confirmation to Rotorua Lakes Council of the
Site Management Plan (SMP) required by Conditions 22 and 23.

Consent Expiry
4. This resource consent shall expire on the earlier date of either:
a. Two years from the date of decision; or

b. The date of cancellation of MHUD’s contract for CEH applying to the site under
Condition 3.

Notes:
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1. Condition 4(b) does not prevent MHUD from renewing its contract with the motel
operator within the overall two-year timeframe that is provided for under Condition
4(a).

2. Where the consent expires, use of the site may return to tourist accommodation that
operated prior to use as CEH, or another use that complies with the provisions of the
District Plan.

Cessation of the CEH Activity on the site

5. No later than 6 months prior to the consent expiry under Condition 4(a), the consent
holder shall submit to the Manager, Planning & Development Solutions, Rotorua Lakes
Council, or their delegate, for certification, an exit programme to end the use of the site
and buildings for CEH within the timeframe granted under this consent. The exit
programme shall detail matters such as - the plans to have the residents relocated from
the site at the expiry of the consent, when the CEH will not be accepting further residents,
and details of any required works to reinstate the buildings as a motel.

Scale and Intensity

6. A maximum of 56 occupants shall be permitted to reside within the 20 contracted
emergency housing units.

Notes:
To avoid doubt, this resource consent does not:

1. Restrict the length of stay for residents in the contracted emergency housing units (see
Advice Note 1 referring to Building Act requirements); or

2. Limit the number of people residing in the Manager’'s Accommodation.
Record Keeping and Reporting
7. A written (including electronic) record shall be maintained at all times that states:
a. The total occupancy numbers across the whole site;
b. The number of people within each unit; and

c. The details of any complaints received and any incidents where security staff
intervention has been required, and responses undertaken by the Consent Holder to
address these incidents or complaints.

8. The information listed in Condition 7 shall be reported to Rotorua Lakes Council’s
Monitoring and Compliance Officer at six monthly intervals from the date of
commencement of the consent. The information will be provided in a form that does not
identify individuals.

9. The Consent Holder shall provide a Compliance Report to Rotorua Lakes Council’s
Monitoring and Compliance Officer 6 months after the commencement of the consent,
and every 6 months thereafter, outlining compliance with the consent conditions over the
preceding 6 months. At a minimum the Compliance Report shall include:

a. An assessment of the Consent Holder’s compliance with the conditions and any
recommendations to address any identified non-compliances;

b. Recent photographs of landscaping, open space and boundary fencing as required by
Condition 13;

c. Details of how compliance is achieved in respect of Condition 19 (Streetscape
Amenity), including any maintenance undertaken in the preceding 12 months and
processes for keeping street berms tidy; and
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d. An assessment of the effectiveness of the SMP and any recommended amendments
to the SMP to improve its effectiveness.

Landscaping, Open Space and Boundary Fencing

10. The existing trees and vegetation along all boundaries of the site and in the private
outdoor space for each unit shall be retained for the duration of the consent.

11. A permanent gate or fence shall be installed between Unit 7 and the western boundary
fence to restrict access to the geothermal overflow pipe.

12. All external boundary fencing shall be maintained in the same or similar form to the
existing fencing to provide privacy and security for contracted emergency housing
occupants and adjoining neighbours.

13. The landscaping, planting and boundary fencing required by Conditions 10 - 12 shall be
marked on the Site Plan for the site and photographed and supplied to the Rotorua Lakes
Council within one month of the commencement of the consent.

14. The landscaping outlined in Condition 10 shall be maintained in good condition and kept
weed free. If any of the landscaping dies and/or becomes diseased, the dead and/or
diseased plants shall be replaced in the same or similar location within the next planting
season (generally between May and October) by a same or similar species of plants with
a plant size capable of reaching the same height within the following planting season.

Note:
This condition does not restrict enhancement of landscaping.
Motel Sighage and Advertising

15. The Consent Holder shall remove, or cover where removal is not practicable, all motel
signage for the duration of the consent. This includes any vacancy/no vacancy signage
and signs advertising the motel’s amenities.

Notes:
1. To avoid doubt, reinstatement of motel signage may occur after consent expiry.

2. The purpose of requiring signage to be removed is to avoid tourists pulling into the
site or phoning to see if there is vacancy. As such, signage advertising the phone
number, number of rooms, or the amenities onsite should be removed, but the name
of the motel e.g. “Union Victoria” can remain on display.

16. The Consent Holder shall, as far as is practicable, remove all online advertising and
websites that promote tourist accommodation and other services at the site for the
duration of the consent.

Note:
It is acknowledged that the nature of the internet is such that it may not be possible to
remove advertising from all third-party websites.

Storage

17. Any storage of household effects of contracted emergency housing occupants shall be
provided inside existing buildings on the site.

18. Waste storage shall be screened from the road frontage or residential properties.

Streetscape Amenity

19. The consent holder shall undertake, and complete a daily written record of, the following:
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a. Daily tidying of the subject site and immediately adjacent street berm to ensure the
site contributes to an attractive streetscape;

b. Daily removal of rubbish and graffiti from the subject site and street berms in front of
the subject site; and

c. Daily removal of shopping trolleys from public view from the subject site and street
berms in front of the property.

Note:
The implementation of this condition is referred to in the Site Management Plan in
Condition 23.

On-site Management

20. An on-site staffing presence shall be maintained on the site at all times for the duration of
the consent. The on-site staff shall be made aware of and understand the resource
consent and its conditions and the compliance obligations.

21. No dogs shall be kept on site by CEH occupants other than disability assist dogs under
the Dog Control Act 1996.

22. A Site Management Plan (SMP), confirmed by MHUD under condition 3, shall be
submitted to the Rotorua Lakes Council’s Compliance Monitoring Officer for certification
within one month following the commencement of consent. The certification is only in
relation to ensuring the SMP has the written confirmation of MHUD.

The purpose of the SMP shall be to ensure that resource consents and conditions are
implemented by:
a. Operating under the CEH model as described in Te Hau ki te Kainga Strategic Plan;

b. Ensuring the wellbeing of CEH occupants through appropriate placement of
occupants; based on the CEH site;

Mitigating effects of CEH use on the immediate neighbourhood; and

Ensuring appropriate communication, monitoring and reporting, and response to
complaints.

Note:
To avoid doubt, the SMP may be amended from time to time, and provided for re-
certification by RLC following any subsequent written confirmation by MHUD.

23. The SMP required by Condition 22 must include:

a. Details of the systems and procedures for placing people (‘triaging’) in the contracted
emergency housing using the Nga Pou-e-Rima cultural framework including the:

i. Confirmation of placements primarily for families with children, young people /
rangatahi, people with disabilities and elderly;

ii. Avoidance of crowding;

iii. Placement of families with children having regard to access to appropriate play
space; and

iv. Management of people whose behaviour may create unacceptable risk to other
occupants.

b. Details of on-site manager’s responsibility for implementation of the SMP;

c. Details of the job title and name of the current person fulfilling the appointed suitable
representative role required by Condition 2;
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d. Details of the on-site support services to be provided, including the number of staff,
location for training and office work within the site and hours of operation;

e. Site management details and methods addressing, at a minimum, the following
matters:

i.  Visitor numbers and visiting hours, and on-site visitor parking;
ii. Staffing;
iii. On-site and roaming security personnel, credentials, systems and procedures;
iv. Location of carparking (including for visitors);
v. Location of open space and play space;
vi. Meeting /training operation (including hours of use);
vii. Use of communal areas and facilities;
viii. Details of regular site maintenance, including:
a. Daily maintenance of streetscape amenity under Condition 19;
b. Maintenance of landscaping and planting; and
c. Programmed maintenance of all buildings.

f. Effective noise management measures to avoid, remedy or mitigate potential noise
nuisance;

g. The set of ‘house rules’ that will apply to the site;

h. Directory provided to neighbours with contact information on who to call if issues arise
from the operation of CEH on the subject site;

i. Details of a 24/7 0800 number for both the community and onsite occupants to
communicate or make complaints about CEH;

j-  The process for dealing with complaints by or about any occupants of the site;

k. Methodology for receiving, recording and resolving communication or complaints made
via the 0800 number outlined under (i) above.

Rotorua Lakes Council Meetings and Community Liaison Group (Augier Conditions)

24. Rotorua Lakes Council, MHUD senior management and/or senior advisors and a
nominated representative from the CLG shall meet at least every six months during the
period of the resource consent to discuss the following matters:

a. The operation of contracted emergency housing on the site (and within the context of
other contracted emergency housing); and

b. Whether, in light of the demand for contracted emergency housing on the subject site
and other sites, there is the ability for the CEH contract to be cancelled.

Notes:

1. Itis acknowledged that a wide range of matters are likely to be relevant as to whether
contracts for emergency housing should be terminated ahead of the two-year period.

2. While Condition 24 (above) is limited to CEH, this does not prevent a broader
discussion about emergency housing generally.

25. MHUD shall establish and facilitate the continued operation of a Community Liaison
Group (CLG) for the duration of this consent in accordance with the following
requirements:
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a. The purpose of the CLG is:

i. To promote effective engagement on an on-going and regular basis about matters
associated with CEH;

ii. To promote the flow of information between the MHUD, Te Hau ki te Kainga and
the local community so as to, wherever possible, address any issues that may
arise;

iii. To discuss the results of monitoring CEH and any matters that may arise as a
result of the monitoring;

iv. To discuss any feedback on effectiveness of Site Management Plans and
conditions; and

v. To discuss the exit strategy for CEH.

b. The CLG shall be comprised of one representative from each of MHUD, Te Hau ki Te
Kainga, representative(s) from the motel operators / consent holders, Rotorua Lakes
Council and Iwi. MHUD must also invite:

i.  Three representatives from the community (where possible these representatives
should be from different geographical clusters of CEH);

ii. One representative from the tourism industry; and
iii. One representative from Restore Rotorua Incorporated.

¢c. MHUD shall ensure that members of the CLG are provided with the opportunity and
facilities to meet:

i.  No more than 30 working days after the commencement of the consent; and

ii. No-less frequently than every six months, unless all members of the CLG agree
there is no need for a meeting.

d. The time, date and venue of proposed meetings shall be notified to members of the
CLG (by email) at least 10 working days in advance of the meeting;

e. Minutes of the CLG meetings shall be kept by MHUD and be made publicly available;
f. MHUD shall engage an independent chairperson to facilitate CLG meetings;

g. MHUD shall meet the reasonable administrative costs of facilitating the CLG meetings
(e.g. meeting invitations; meeting venue; preparation of meeting minutes) and chairing
duties; and

h. MHUD shall, in consultation with the CLG, develop a preferred method for
communicating with the surrounding residents and hosting key documents (for
example, a website, or other document hosting portal).

Notes:

1. Condition 25 governs initial membership for the purposes of convening the first meeting
of the CLG. On-going membership requirements will be determined by the CLG
including who is best placed to lead the CLG. The CLG shall be a single entity common
to all CEH consents.

In the event that it is not possible to establish a CLG or convene meetings through lack
of interest or participation from the local community, then such failure to do so will not be
deemed a breach of these conditions. Should the local community wish to re-establish
meetings after a period of inactivity, then the conditions above shall continue to apply.

2. The purpose of Condition 25 may be achieved through other means such as a modified
Rotorua Housing Taskforce or other Rotorua emergency housing liaison group.
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3. For the avoidance of doubt, the CLG may, by agreement add a representative(s) to its
membership for either general or specific purposes and on such terms as are agreed.

Monitoring Fee:

26. The Consent Holder must pay the Rotorua Lakes Council an initial consent compliance
monitoring charge, plus any further monitoring charge or charges to recover the actual
and reasonable costs incurred to ensure compliance with the conditions attached to these
consents. That fee, or those fees to be set by Council according to its hormal practice.

Review

27. Pursuant to section 128 of the Resource Management Act 1991, Rotorua Lakes Council
may, 12 and 18 months after this consent is given effect, serve notice on the Consent
Holder to review any or all of the conditions of this consent with regard to the
effectiveness of the conditions of this consent in avoiding, remedying or mitigating
adverse effects on the environment that may arise from the exercise of this consent and,
if necessary, to avoid, remedy or mitigate such effects by way of further or amended
conditions. In particular, adverse effects may relate to:

i. Site Management;
ii. The use of common / shared areas;
iii. Parking; and/or
iv. Waste Management.
Advice Notes:

Building Act

1. Thisis not a Building Consent. The Building Act 2004 contains provisions relating to the
construction, alteration, and demolition of buildings. The Act requires building consents to be
obtained where relevant, and for all such work to comply with the building code.

2. Under the Building Act (Section 114), a building owner must give written notice to the territorial
authority if they plan to change the use of a building. The consent holder should seek an
independent report from a suitably qualified person addressing the potential change of use of the
building as described in the Building Act and Building (Specified Systems, Change the Use, and
Earthquake-prone Buildings) Regulations 2005, and provide written notice to Council as
appropriate.

Waste Management

3.  Waste management is addressed under the Council’s Solid Waste Bylaw 2016. The bylaw has a
general requirement for a waste management and minimisation plan to be prepared for multi-unit
developments: ‘Collection from Multi Unit Developments’ (See Subpart 6 — Clause 20).

Right of Objection

4. If you are dissatisfied with any aspect of the decision, you have a right of objection to Council
under section 357A of the Resource Management Act 1991. Please advise Council in writing
stating the reasons for the objection and the preferred outcome within 15 working days of receiving
this decision. If no objection is received it will be assumed that the applicant accepts this decision.
In addition, there is a right of appeal to the Environment Court under section 120 of the Resource
Management Act 1991.

Monitoring of Conditions

5.  Fulfilment of the conditions of this consent within the timeframe specified in the consent is
necessary to carry out the proposal for which this consent relates. Your progress towards
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satisfying the conditions of consent will be monitored by Council’'s Monitoring and Compliance
Officer.

6.  Please contact Council’'s Compliance & Regulatory Team (RMACompliance @rotorualc.nz) in
relation to the completion and monitoring of the conditions of this consent. The consent holder will
be charged for the administration, monitoring and supervision of this resource consent.
Notwithstanding the above, where there is good and reasonable cause for unprogrammed
monitoring and additional site inspections, the costs of that will be a charge on the consent holder.
Such costs are recovered on an actual and reasonable basis as defined in the General Conditions
and Notes of the Fees and Charges Schedule as approved by the Council in terms of Section 36 of
the Resource Management Act 1991.

Augier Conditions

7.  Where an applicant gives a clear and unequivocal undertaking and, relying on that undertaking, the
local authority grants consent subject to a condition in terms broad enough to embrace the
undertaking, the applicant cannot say later that there is no power to require compliance with the
undertaking. The consent holder cannot assert after consent being granted that the condition was
unlawfully imposed. This is called an "Augier" condition.
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Appendix 3: Description of Support services

Specialist Practitioners — Mental Health and Addictions This role provides specialist
intervention in mental health and addictions. Whanau receive preventative interventions from
social and specialist support expertise. We provide care to individuals and whanau residing in the
Visions Motel communities. Specialists are committed to supporting service users through their
journey of recovery. They provide specialist assessment, intervention/prevention and support to
adults, adolescents and children experiencing mental health and alcohol or drug issues. The
service aims to minimise disruption to the lives of clients and their whanau. This specialist team
can decrease the need for acute mental health admissions, increase client capability to sustain a
tenancy and gain positive social and health outcomes. Collaboration and communication with
external community services helps to ensure we are all committed to supporting whanau.

Specialist Practitioners — Family Harm This role focuses on specialist intervention in family
harm intervention and prevention. We aim to optimise recovery and quality of life and deliver
specific assessments from a holistic perspective of care, to enhance the social and health needs
of a person and their whanau. Visions acknowledge that health, well-being and opportunities for
healing and recovery are a basic human right and this can only occur when individual experience
and personal cultural values are recognised. This role provides family harm intervention and
prevention to individuals and whanau residing in the Visions Motel communities. Specialists are
committed to supporting clients through their journey of recovery. Practitioners provide specialist
assessment, intervention and support for adults, adolescents and children experiencing family
harm. The service aims to minimise disruption to the lives of clients and their whanau.

Cultural Advisor - The Cultural Advisor is a specialist in intervention all while embracing Maori
cultural tikanga and kawa. The Cultural Advisor has demonstrated ability to work with all
ethnicities, particularly Maori/iwi. They provide specialist intervention to whanau who want to
understand their cultural identity, whakapapa, values, tikanga and kawa. This support is available
to all Visions clients as well as staff. The Maori Cultural Advisor also delivers bespoke short- and
long-term programs based on the needs and challenges whanau and rangatahi face at any given
time as well as delivering weekly Te Reo classes, maurakau, karakia and waiata classes.

Community Connection Liaison Officers - This team works across gang-related conflict by
preventing risk within the Motels and wider community. These specialists have held strong
relationships with gang communities for the past 25 years. They attend external hui with the
gangs to promote safety that supports the community. These roles support the Social Service
team by being available 24/7 if incidents occur. They mitigate gang related risk by attending triage
meetings if there are evident signs of conflict being established within a gang. If an incident
involving gangs occurs, the Liaisons are engaged as an extra layer of support to clients and
Social Service team.

Client health, well-being, and opportunities for healing and recovery are a basic human right and
can only occur when individual experience and personal cultural values are recognised. The
Community Connection Liaison also delivers men’s communication and empowerment groups
called the Visionaries.

Housing Navigation - The Visions Housing Navigation Team support whanau to navigate
through their housing journey, whether this may be transitional or community housing.

The Navigation Team:

* Build relationships with whanau
* Are culturally sensitive
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* Provide support with applications for properties

» Support clients to attend viewings for properties

* Assist whanau to access support services such as Mental Health, Drugs and
Alcohol or Budgeting * Create networks and collaborate with other Social Service
providers

* Interface and work alongside all Visions staff

Program Facilitator: Households will have an option to engage in programmes. These facilitated
groups will be run by experienced and trained workers. The program facilitator will deliver
budgeting, employment, parenting, education, cooking on a budget, men’s, and woman’s
empowerment groups. Households that attend these groups will be given the opportunity to co-
design programs with the facilitators.

Afterschool and Holiday Programs — These groups will provide a safe space for children to
participate in individual and team activities. There will also be support with homework and learning
skills. The children’s programs aim to nurture and develop children’s social skills and create a
sense of self and belonging to a community. These programs will begin once funding is sourced.
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APPENDIX 4: RULES OF STAY

Conditions of Stay

1. | No drugs or alcohol are permitted on the premises, your person, unit, & vehicle

+ All drugs and alcohol and other paraphemalia will be confiscated and disposed of if
found by Visions staff.

+« There will be a hui held to discuss an exit plan if it is proven that you have drugs and
alcohol or related paraphemnalia on your person, your unit, and/or your vehicle.

* [f you are found to be under the influence of drugs and/or alcohol, you will not be
allowed to enter the Motel for 24 hours. A hui will be held with the Social Services team
once you are allowed back onsite.

2. | Care of Tamariki

+ Mo abuse of any kind to tamariki. Refer — Vulnerable Children's Act 2014.

+« Tamariki under 14 years of age are not to be left alone and need to be supervised by a
parent or guardian at all times.

« (Other tenants and/or Visions staff members are not to supervise your tamariki if you are
unable to do so.

+ Oranga Tamariki will be contacted should your tamariki be found unsupervised onsite.
Refer - Summary Offences Act 1981.

« All tamariki under the age of 14 years must be indoors by 8pm and are not permitted to
linger around the premises.

+ Tamariki aged 14 and older who work are permitted to return/exit after these hours,
evidence of work must be provided.

+ \fisions does not provide contact supervision.

= [f you are involved with Oranga Tamariki regarding the care of your tamariki, you are
required to notify the staff members of these.

+ Tamariki need to be at school unless they are home schooled. Evidence of home
schooling will need to be presented to the Scocial Services team.

* [f the schooling days and hours have been impacted due to COVID-19, it is your
obligation to notify the Social Services team thereof and provide confirmation of this
from the school.

3. | The Motel curfew hours are between 10pm to 6am

+ MNobody is to leave or enter the Motel between these times unless for emergencies, for
example if you have been discharged from the hospital during curfew or are working
night shift.

+ You are obligated to communicate your working hours to Visions Social Services
timeously.

= Evidence of work and/or a hospital visit is required upon entry/exit.

+ Failure to provide this will result in you not being allowed into the Motel.

4. | No smoking/vaping in rooms

+ This includes sitting in your room while putting your head out of a window or the door to
smoke. This will not be tolerated.

+« Smoking is permitted in the smoking area of the motel. If there is no designated
smoking area, smoking is allowed outside of your room where your whole body is
outside, and you have closed your room door.

+ An ashtray must be used to dispose of cigarette buds.

* Mo smoking/vaping around tamariki. Tamariki aged 18 and younger are not permitted to
smoke/vape onsite
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5. | Visions staff members and security partner reserves the right to search your
bags, belongings, vehicle, and your person when entering the premises
* You may be refused entry into the Motel if you refuse to be searched.
* You will be refused entry into the Motel if substances and alcohol and related
paraphemnalia are found during the search.
6. | You are to hand your unit key into Security upon exit and need to retrieve your
key from them upon entry
e [fyou lose your key, you will be responsible to pay for a replacement.
7. | Income contribution of 25%
* |f you are working full time or receiving an ACC payment, you must organise an
automatic payment in a timely manner to cover your rent contribution of 25%.
* \fisions staff will support you to calculate this amount.
s |f your benefit payment changes you must inform staff immediately.
No tenants are permitted to have pets living or visiting onsite

No fighting and threatening behaviour towards other tenants and Visions staff
members (Security and Social Services Staff)
s This will not be tolerated and may lead to an immediate exit.
# This includes abuse onsite and on social media platforms. Refer - Harmful Digital
Communications Act of 2015.
10. | Protection / restraining / trespass orders
* Please inform staff of any orders in place and provide the name of the person that the
order is against and, where possible, provide a photograph of the perpetrator.
11. | If you are caught stealing, you may be asked to exit from the hotel immediately
12. | No visitors are allowed
13. | No entering other tenants’ rooms
= Tamariki are not permitted to enter other tenants’ rooms either.

14. | Random room inspections

* These will ocour to ensure that all hotel rooms are safe and of a reasonable standard.
15. | Visions holds no responsibility for tenant’s belongings that become lost or
stolen

16. | No gang patches, gang signs or anything gang related to be worn or displayed

17. | No weaponry is permitted onsite or on your person when entering the hotel

18. | Contact information

s Please keep Visions staff members updated regarding any changes to your contact
details and emergency contact's details.

19. | Period of time away from Motel

* Please communicate with Visions of a Helping Hand staff know if you are going
to be away for five days or more.

s If this is not communicated, you will be exited from the motel.

20. | Borrowing of items

* \isions do not encourage tenants borrowing things such as money or cigarettes from
each other as this may cause conflict.

= \fisions staff will not hold items or money that need to be handed over to other tenants.
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21. | Reporting of hazard and damages
* You are obligated to report any damages or hazards in and around the site that may
cause harm or danger to you or anyone else.

s Advise Visions staff members immediately. If this is not reported timeously, you may be
held liable for the charges of damages to the unit.

* Any damages caused by you will be your responsibility to pay.

* Any items missing from the unit will also be your responsibility to pay.

* An inventory checklist will be completed on entry and exit from the unit.

22. | Exiting

*  When you move out, the room must be cleaned and clear of your belongings.

* You will be held responsible and accountable for any damages to the property, and any
stolen and/or missing items from your unit.

# You will be charged for these damages.

Pool Rules

1. * Pool will be open only when there is a \/isions staff member available to supervise
swimmers. This staff member is required to have their current and valid first aid
certificate.

2. = All tamariki need to be accompanied by a parent or guardian.

3. = Tamariki under the age of 8 need an adult swimming with them.
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APPENDIX 5: COMPLAINTS PROCEDURE

Visions of a Helping Hand
Charitable Trust .

Complaints/Concerns Procedure

At some stage you are likely to experience an incident or have a complaint. Dealing with it in
a positive and constructive manner will help to maintain a harmonious environment and
uphold health and safety for everyone.

In general, if you are unhappy with the other tenants or our service we invite you to speak to
a staff member-~ we will address any complaints and aim to resolve them quickly. We hope
this will result in improved service, processes and overall tenant satisfaction.

Your Rights and Obligations when raising a Complaint
You have the right to make a complaint, and to be treated respectfully and fairly during the

resolution process. We value your feedback and are committed to resolving your issues in a
fair, timely and efficient manner. It is your obligation to maintain confidentiality as the matter
is being resolved, particularly if it involves another tenant.

Complaints Handling Procedure
This procedure will ensure complaints are dealt with the same way, every time. Your

complaint could include the following :ﬁeps
: 8

3501 all complaints in one central place.

3. Getting all the facts
To ensure that you are understood, we require the details of the complaint ie: date,
time, person/s (tenant, staff, service provider, participant) and location (shelter, drop-
in centre, vehicle or excursion or other). We will ask you for a written account of what
happened - you are welcome to write this yourself or have a Social Worker record it
for you.

4. Discuss options for fixing the problem
Please also state what you would like to happen; it could be a repair, replacement,
refund, mediation or apology.

5. Act quickly
We aim to resolve the complaint in a timely manner, and you will be advised that
complaints that are received by a Social Worker will be resofved within 28 days from
receipt.

6. Outcomes and Actions
You will be informed if there are any delays in resolving your complaint.

7. Follow up
You will be contacted to find out if you were satisfied with how your complaint was
handled and what we are doing to avoid the problem in the future.

8. Administration
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Visions of a Helping Hand
Charitable Trust =, .

The complaint will be referred to the Trust Manager for sign off when the matter has
been resolved. A copy will be filed under complaints in the complaints register. The
document will be stored electronically for Audit and Cuality improvement purposes
however if your complaint is not resolved you are welcome to write to either:

Visions of a Helping Hand Charitable Trust  The Chairperson of the Board

CEO Visions of a Helping Hand Charntable Trust
Tiny Deane 280 Fenton Strest

280 Fenton Street Rotorua

Rotorua

The Board meets on the third Thursday monthly, and your complaint will be submitted at the
next board meeting.

We encourage tenants to provide feedback and complaints to give us the opportunity
to resolve them.

Our procedure is included in the Tenant Welcome Pack. A digital version is also available on
the Tenant desktop computer. The Reporting tool is available at the office and a social
worker is available upon request.

ol

You hawmnmmmm treated fairly and to have your complaint
resolved ina and
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Visions of a Helping Hand
Charitable Trust =, .

Complaints Handling Procedure Flowchart
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COMPLAINTS PROCEDURE

CONTRACTED EMERGENCY HOUSING
PROCESS MAP

STEP 1: RECEIVING COMPLAINTS

A Complaint can be received by 24/7 0800 53 4444 the Housing Support
Provider, Motel Operator, Security Company, Te Pokapa, M5D and
HUID...

STEP 2: RECORDING AND INVESTHGATING

= All complaints will be treated equally and recorded in a
register

=+ All complaints will be investigated without prejudice

+ All investigations will be reviewed

"v-'

STEP 3: REVIEW AND ESCALATION

+ [2xx] will review the complaint
« Complaints will be escalated to [xxx]

STEP 4: RECOMMENDATION

+ Recommend actions for addressing the complaint
+ Provide possible preventative measures

STEP 5: RESULTION AND COMPLETION

+ Feedback made to complainant
+ Update complaints register and record outcome
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APPENDIX 6: COMMUNICATION DIRECTORY FOR
NEIGHBOURS

Union Victoria, 26-28 Victoria Street, Rotorua

or don’t know which motel your issue relates
to.

Email/Reason to call Name Role Phone
N/A (no email address)
If you believe there is an issue that is : : .
o Security Service On Site 24/7 027 570
related to Contrgcteq EH at 26-28 Vlg:torla Officer Security Guard 4048
Street that requires immediate attention,
please contact Security.
sarahisaac@visions.org.nz Social Service
If you wish to complain about any of the MSanager 027 223
Contracted EH whanau staying at 26-28 Sarah Isaac (Service 6424
o . Provider
Victoria Street (e.g. Inappropriate
behaviour, cars on berms, trolleys) Contact)
Marcia@genevamotorlodge.co.nz
it h laint ab he buildi General
you have a complaint about the building _ Manager (Motel 027 447
and/or landscaping at 26-28 Victoria Marcia Morehu
. . ) . Operator 7627
Street. (this could include Unsightly Rubbish contact)
and Graffiti)
N/A (no email address)
If you wish to make a complaint about a c :
. . omplaints 24/7 0800 0800 53 44
Contracted EH motel in your neighbourhood contact number. number 44

https://www.rotorualakescouncil.nz/our-services/environme

nt-and-health/noisecontrol

Rotorua Lakes Council provides a 24-hour
7-day noise control service. Council has
the power to control noise that is deemed
excessive and unreasonable anywhere in
the Rotorua District

Rotorua Lakes
Council

Noise Control
(RLC)

In case of emergency please call 111

07 348 4199

To report non-emergency situations to the Police
please call 105
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APPENDIX 7: DAILY SITE MAINTENANCE

MARCH

2023

MON TUE WED THU FRI SAT SUN
1 2 3 & [ 5
] 7 B 9 10 n 12
15 14 18 16 17 18 19
20 21 22 23 24 25 26
27 [ 28 29 30 31
COALS TO DO

¥/ DAILY - Tidy site & street Berm
¥/ DAILY - Removal of rubbish & graffiti

from site and street berm

¥/ DAILY - Removal of shopping trolleys

NOTES

Initial each day in the calandar above to
confirm that all Daily / Weekly / Monthly
tasks have been completed.

Please make a note on each day of the
number trolleys that have had to be removed
or any graffiti that has had to be removed.

from public view both on site & street
berm

¥/ WEEKLY - Maintain gardens

¥ MONTHLY - Photos of boundary fences

& landscaping.
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APPENDIX 8:TE HAU KI TE KAINGA STRATEGIC PLAN

TE HAU KI TE KAINGA

Document: Union Victoria Motel Emergency  [UNCLASSIFIED] Housing Site Management Plan

| Issued: July 2021 | Updated: February 2023 | Version 1.2 |

34 | Page



CONTENTS

1. Mihi 3
2. History 3
2.1 Badigground 3
3. Research 5
4. Strategic Framewaork 7
4.1 Strategic Direction -4
4.2 Stravegic Pricrities § Strategic Objectves / Key Performance Indicators L
5. Operational Model 12
5.1 Stakehalders 12
5.2 Cohort 13
5.3 Struschure 15
5.4 Service Methodology 17
5.5 Duicomes Framework 149
5.& Chent Management System Fa |
5.7 Woridoece Develcpment and Support P
5.8 5hared Resources |
5.9 Resk Management x
5.10 Best Practice Model a2
5.11 Beporting Structure i3
5.12 Communities of Practioe 24

Appendix 1 35
ate Management Flan a5
F
Document: Union Victoria Motel Emergency  [UNCLASSIFIED] Housing Site Management Plan

| Issued: July 2021 | Updated: February 2023 | Version 1.2 |

35 | Page



1. MIHI

Tihel mauri oral. Nau mai e te ury, nau mad. Nau mai e te tonga, nau mai. Nau mai e te marangai kawhare,
nau mai. Homai kia nul © t3ua nei ha rard. K horaha atu ra ki runga o Maketq, ki te oneone-nul o tiua

tupuna a Tamatekapua. Nana | ai atu, ka puta ki waho ra e, & te Whai Ag, ki te Ao Marama. Uhi, waero tau
ma te mauri! Haumi ef Hu ! Taio o

Nga mihinonui ki a koutou | runga | ngd tni Shuatanga o te wd. Ratau te hunga warua ki a ratau. Tatau te
hunga ora ki a tatau Ahakoa ngd aupi me ngd auheke, perd | nga tini raruraru o te Mate Uruta kua pa kino
nei ki a tatau katoa huri noa | te Ao - ka rere tonu ngd aumihi ki 2 koutou katos ka tia.

2. HISTORY
2.1 Background

The background to this action plan and collective stems from the ever-increasing
need for stable housing in the Rotorua region acknowledging the increase in
demand and social deprivation evident in our community.

This urgency & also recognised by the Minstry of Housing and Urban Development (MHUD) and the
Ministry of Sccial Development (MSD) who instigated the approach to engage local prowmders already n the
emergency and transitional housing space to lock at ‘dong this different.

The providers who have intially engaged in the development of thes document are as follows:

e Taumata o Ngat Whakaue o Ake Trust s an i lead organisation

AN
’f;&é‘?‘p‘ that was estabished by Ngati Whakaue. To achieve the aspirations
6\\"»‘ of the iwi it is a vehicle to drive smprovernent in social determinants
W Sl that we deem are impartant to us. Through understanding the needs
%V of cur people and partnering with likeminded organsations we have
TE TAUMATA O developed innavative progects resulting in significant shifts in the
TI WHAKAUE 1HO AKE determmants of wellbesng for owr people and the communaty.
of a Helpng | provides a Helping Hand to support whanau
:m’;:&f‘a‘r‘ﬂ: ‘n?."and to ruch their 30&5. by bddlng on whanau strengths and aspirations
<dL < wththe aim of developing strong, safe, and sustainable communities.
Emurge A + aam to realise whanau's potential by strengthening
E ™M ERGE whmau‘k dnllty 50 communities can thrive by prowding greater
Aatearoa equity, healthy whanau envronments. We value our 3 Pou lved

experience & diversity, Maori succeed as Mori and thriving pacific.
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?\ was birthed in 2008 fram a2 need to pravide community
m WA C T development servces. We are driven by cur vision: ‘Communites are
solid, strong and seif-supporting’ and currently pravide youth, whanau
\‘ WERA MTEARM (MRTABLETRUST  and community development in the Central North tsland.

» ~ 15 all about hedping to build
5\f. 4 :g;u::g:"o:“srocun successfu! ndmdu.sh. and in turn budding strong, healthy famaes

T MAMATL WM 41D O A and communities. We're workang towards this through providing
emplayment, income support and superannuation services, fundang to
community service prowsders, sodal policy and adwice to government,
student allowances and loans and social housing assistance.

% m‘gx‘!’f&ﬁm, { i.ea.m New ZedWs housﬁg and urban development wori
programme. We are responsible for Strategy, Policy, Funding
manitoring and regulation of New Zealand's housing and urban
development system.

We acknowledge there are other providers in Rotorua who are also in the emergency / transitonal housing
space, and it is our intention to engage with themn all to ensure a community level response s provided to

whinau n need of housing and socal support.

it is also important to nate that whist this is a community led response to provsion of stable housing, it
aiso mdudes government agencies, MSD and MHUD as part of our collective. Whilst they represent central
gavernment, ther input has been at a community level that has helped us understand more the palitical
environment we operate under adding to the development and delivery of our collective service. Their
disciplined responses to our development have ensured it remains community led and not tempered with &
central government mantra that diin't reflect our Ratorua community. As a result, we acknowledge MHUD,

MSD and Lakes DHB for their contnbubon and partiopation in our collective,

This document therefore presems cur instial thinking and intention to strategize solutions that meet both
housing and socal needs of our whanau whilst at the same time articulating our operatanal model and
mfrastructure that we intend to implement to defiver housing and social services now.
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Our research has identified several key focus areas that has guided our strategy
and operational maodel.

They are as follows:
A shortage of homes affordable to low income households mean more are spending periods homedess in
emergency and transtional housing. Thes wall persist for 18-24 months at least whie new supply is brought on
* Housing costs have increased sharply.
* Rents are up 50% m five years and house prices 84%

+ Ower 2,000 renting households spend more than 30% of their income on rent. Lower quartie rents are
almost 50% of income for low-income househokds in addtion to high costs, housing is difficult to access

* Appicants on the housing register (S40) compared to popuiation 1s the thard heghest i the country, with
use of motels the highest (351 househalds)

+ 102 COVID moted unsts have been brought on
« Amaost half in EHSNG matels have been there more than 2 months and 85% are MSaori

* Across the Bay of Plenty 75% of regster applicants are M3ori with mare than half on the regster for more
than & months Household crowding has increased, and housing quality 15 low,

* 380 Households are currertly in Emergency Housing, in Motels, 200 of which are families with chilkdren
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Further research in the Bay of Plenty identsfied:

* 1,745 whanau are an the housing regester with 2,920 identified in Public housing tenancies (Ministry of
Housing and Urban Development [MHUD), 2020).

* Rotorua is identsfied as an area where housing deprivation & the highest and the need for housing =
urgent (Minsstry of Housing and Urban Development [MHUD], 2021).

* The number of Emergency Houses (EH) Special Needs Grant (SNG) approved = 5,129, Applicants on
the Transfer register number 134 with 279 Transitional housing places (Ministry of Housing and Urban
Development [MHUD) 2020).

* M3on make up the highest demographic of those on the housing register at S0%, with 40% of main
applicants being aged between 25 ~ 39 (Ministry of Housing and Urban Development [MHUD) 2020).
This demand demonstrates the need far housang with 2 particular focus on Mace aged between 25 - 39,
requiring @ Maon approach to housing inclusive of whanau, Hapd, di and Macri community organisations

* With the announcement on May 13th 2020 by Hon Dr Megan Woaod, Hon Carmel Sepuloni, Housing
Minsster and Associate Housing Minsster, a plan to develop a Housing Hub will dramatically improve the
lives of whanau by placing them into Transitional houses (190) while longer term solutions are created
ta meet the need and move whanau out of motels (Woods and Sepulons, 2021).
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4. STRATEGIC FRAMEWORK

To present our strategic framework for provision of stable housing we have

to acknowledge the housing continuum that details an end-to-

whanau requiring support into long term accommodation.

This s detaded as follows:

Housing Support

|

Contracted EM &
Emergency Housing

Temparary
accommoedation to meet
an immediate housing
need for vudnerable
ndrduals and famikes

Transitional
Housing

Shart-term
accommoedation with
social support keading to
sustainable, long term
housing solutiors

Social
Housing

Safe and affordable
rental housng for
eligible lowncome
referrals

process for

Home
Owner

As a result, this strategic direction and document is focused primarily on provsion of Contracted Emergency
Housing. We acknowledge the intention and need to engage in dscussions that describe the strategi intent
aof both Transtional and Socal Housing which we as a collective recognise as the next step for our Rotorua

community.
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4.1 Strategic Direction

The results of our research have shaped our strategic direction for stable housing.

This s as follows:

‘. ‘

Kia noho tahi ai te whinau | runga i te ngikau tapatahi
(Selfsufficient, interdependent, and vibrant whanau)

Mission

| o

Kia matomato ai te tupu o ngd rangatira &whinau e haere ake nei
(Graowing and nurturing future whanau leaders)

ahes 1Imy

* Manaakitanga « Whanau Hapo i » Aroha/Tika /Pono  + Mana Motuhake
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4.2 Strategic Priorities / SMART Objectives / Key
Performance Indicators / Strategic Alignment

Our strategic priorities help us define what areas we will focus on to move towards
our strategic direction.

This progresses to our SMART Objectaves that define what action we need to take to achieve this directon
and key performance indicatars that describe how we know we've achieved these cbhjectives. Aignment
to central government priorties is also a focus area to ensure we are aligning cursehves to government
outcomes whalist at the same time supporting whanau and communities. These are as follows:
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Strategic Priority

Relationships

Relationships amangst providers, hatels, whinau and community are supportive and consistert workang in
a holstic manner that supports whanau

SMART Dbjectives

M\ communications positian s
in place by September 2121
focusing on carsistent and
positive messaging of our
service, referred whinaw and
our collective

& Community of Practice s
establshed for the collective
and wader comemunity ta
ensune consistent proesses
betwesn us, risks are identified
and mitigated, and suppart

i pravided to all providers
delivering housing suppot by
Decembser 2021

Key Performance indicators

* bessaging = corsistently
delrered that is posithve and
suppartye of referned whanau

« Community perception of
pravision of stable housing is
supportie of owr collective
goals and services

* Prowiders and agencies are
unified in their callective
sergices whilst at the same time
maintaining the unigueness of
their services

= Services are consssbent and
supported by each other far
each other

* Transitsan between providers is
fluid and effecove

Housing

Long tenm permanent housing = pravided in key areas of need and cohort mesting the demands we ane

facing in cur Ratorua community

Strategic Alignment
Aptearoa i/ NE Homelessness
Action Plan 3020 - 2023

Systern Enablers

* Build capacsty and capabality of
Maon prowders

Aptearca i NE Homelemzness
Action Plan 3020 - 2023

Guiding Principles:
* Te Tiriti o Waitang

= Whanau centred and strengths
based

* Kaupapa Maari approac hes

SMART Dbjectives

Tao acquire, build and imcrease
housing supply by &3 houses

jper year aver 3 years tatalling
185 homes with the: first buld
startng |uby 2023

Hey Performance indicators

+ 189 whanau secune and oam
their own home transstioned
fram the housing continuum of
emergency and or transtional
hauming

Strategic Alignment
Aatearoca i/ KE Homelessness
Action Plan 3020 - 2023

Guidng Principles

¢ Foous on stable hommes and
wellbeing

Supphy:

* Urgently increase supply of
transitional housing o help
reduce the use of motels as

emergency hausing

& aon Trade Traineng Certre
(MTTC) = established to traim,

qualify, and employ local Maon
apprertices to build and norease

housing supply in Ratarua by
june 2022
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EETITD coene

Our collectwe is strategic in intent, collaboratrve n delvery and supportive of each ather, our whanau and

our community
SMART Objectives Key Performance indicators Strategic Alignment
The Te Hau ki te Ksinga collectve * Housing and support services Aptearoa / NZ Homelessness
s established with a strategic are now centralsed with Action Plan 2020 - 2023
framewark and operatianal shared resources, qualty ; ;
madel by 15t October 2021 management systems, service O 0ng Principles
methodalogy & infrastructure * Supporting and enabling local
resulting n a coordinated approaches
housing support service « A joined-up approach acrass
agencies and communities
A credentialised induction * All new staff and providers Aotearoa / NZ Homelessness
programme is co-designed by reach and maintamn the Action Plan 2020 - 2023
all prowsders in our collective, minsmum standards of servce Systern Enablers:
smplemented for any patential as dictated by the Te Hau i te X
prowder or staff working in Kainga collective for pravision * The sector has the capabdity
provesion of stable housing by of stable housing and capacity to respond to all
June 2022 forms of hamelessness

T

Qur service 15 corsistent, familiar, and fluid i delivery, transition and provizon resulting in cne serwce, one

process and one system

SMART Objectives Key Performance Indicators Strategic Alignment

QOur service methadology + All providers have adopted our Aatearoa / NZ Homelessness
= implemented an the 1st service methodalogy leading Action Plan 2020 - 2023
Octaber 2021 including dient to a unified dient engagement

engagement, transition of dient, process that results ma Systun .Enablers

community praviders, a client cnetime necessity for chents * Coordination between
management system, the Nga to explain the context of their government agences and
Pou e Rima Maor Framewark stuation as all providers providers is strengthened and
and the 3C's Maon Qutcome and infrastructure are now government agenoes work
Framewark maintaining 2 congained as one service across traditonal

kaupapa M3ori approach to our

engagement with whinau

mn
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5. OPERATIONAL MODEL
5.1 Stakeholders

To operationalise our service, we must identify our key stakeholders to ensure we
are engaging with the right people at the right time for the right reasans.

Due to this we have identified the following key stakehalders for us as a collectiee:

Stakeholder: wi f Hapd

Engagement: Mgt Whakawe has a history of manaakitanga, Land was given by Mgati ‘Whakawe for the
establishment of the township of Rotorua under the Fenton Agreement. Despite the Crown's failure o

fully honour the Ferton Agreement, MNghti Whaloaue has continued o give expression to their tradition of
manaakitanga and ther aspiratons ta promate education and wplift wellbeing on local, regonal, and national
lewels. Although we are centralised in Te Arawea, our numerows rsi networks across the region and throughout
the meotu allow us to suppart ather iwi to nealse their aspirations for thesr uri and whanau and at the same
time support those wn strengthen their re-connecticns to thesr i and Hapi.

Stakeholder: Community

Engagement: Community is confinmed as neighbours, ressdents and locals of our Rotonua community
focusing imently on the community where these hatels are based. The value of engaging and including
codmEmunity imo this serdce and strategy is the acceptance and support we waukd gain ensuring those wha
live arcund these hotels ane invoheed where reguired and where there is an appetie.

Stakeholder: Funders

Engagement: Ouwr initial funders engaged in this serace and plan are the Ministry of Socal Development
(MED) and Ministry of Housing and Urban Development (MHUDYL The varging needs of our whanaw will meake
ather central government agencies wha are already engaged in the provision of stable housing. This is not
exhauste and other funders will be included as we strategze our response to provision of stable housing.

Stakehaolder: Providers

Engagement: Providers initsally sdentified in thes service and strategy were Te Taumata o Mgati Whakauwe,
Visions of a Helping Hand, Emerge, and 'WERA Aotearca Chantable Trust. We acknowledge this is nat an
exhaustive list and we kook to engage other comemunity prosiders in this service bo ensure a mommanity
wide, holistic, wrap arownd service is provided.

Stakehaolder: Hotels

Engagement We hawe initially confinmed 1.2 hoteds in our local Rotonua comemunity who are engaged o provide
accommodation aptions for referred whansu, The purpose of engagement is the physical provesion of acoommodati on,
howwever, we see the hoteliers as a key stakehaolder which we will indude as active or a5 inactive as they prefer.

Stakehaolder: Referrals

Engagement: Referrals are recerred from MED f Community and can be desonbed a5 indriduals and
family/whanau with an immediate housing nesed or experiencing homelessness inchuding overorowdesd
ar unsafe |Wing situatiors, sleeping rough, couch surfing, discontinued tenancies, family, and relatonship
breakdown and Invang in an unsafe and unhealkthy emanonment that is detrimental to thesr wellbeing.

12
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5.2 Cohort

Defining our specific cohort pravides clarity for us as providers as well as referrals
to aur service.

Ta begin this clarity, we present the Work and Income definitsan of those whea can be referred ta our
support senace. This s as follows:

Work ond Income cen spaport thase whio hove on immediate emerpency housing need and ore eligibie for the
Emergency Housing SNG. This means pou ove umabie fo eoress edeguede arcommodahion yoowrsel, and pour
Whinou, within the nest 7 days. Node: If you are not efigibie for on Emergency Housimg SWNG. Wark ond Income
may be abie to essist by wsing other supparts ang sensces you are efigibie for

Tounderstand this further, we have developed and added our own definition of cohorts from a community sew
reflecting the reality of the support we pravsde whanasu, couples and indradwals. This i described as folkeees:

& [

Whdnau Individuals Couples
‘Whanau are defined asz Indreduals are defined Coaples are defined as
parents [ether individual, a= thase who are mno thos: i married or de

couple, extended, bickogical relstionship be it de facto ar facto relationships without
or whangal) wha are in care whanau and are independent children or with children
of tamanki on a fulktime basis in theeir |vang crcumstance. but not in their care. in this
resparesible for thedr care, ini this nstance we wauld instamce we would desorbe
health, and safety. describe them a5 indriduals. them as couples.

Progressing from this are the varianoes between high complex and hagh health needs, these can be
desoribed as follows:

High & complex
needs

Referrals have hagh aloohod and drug use impacting their mental heatth
and lifestyle

High & complex
health needs

Referrals have a medical condition, disability or & elderty Bmiting their
accessibility, engagement, and participation

High & complex Referrals are sither youth in independent lving ar are affilisted and
rick active in gangs and negative gang behaviowr

13
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Understanding these meeds will better prepare us as a collecthee as we seelk to support them to keakh and
wellbeing. it will alzo govern the best provader to work with these whanau including allocated hotels targeted
towards these needs.

Progressing from this is our awareness af and response to variows levels of mental health issues we will
encounter throughout the praovision of owr suppot. We as a callectve have disoussed and agreed that the
foliowang lewels and thesr desomptions is the realty of this work weth responses we have prepared including
levels of expertse as folloss:

Mavigators - Relational

LE“EL Mavigators and mentors bo maintain the initial relationships with the
whanau as the first point of contact for all services. Their focus is o be
1 the main point of contact facilitating assessments that dentify vanous
whanau neseds including mental health. Their response to these

needs is to dentfy, navigate and handshake to specialised providers
gualified and mandated to respond accordinghy

Social Workers - High Risk Whanau Breakdown
Social workers o prowide social work services where there are whanauo

LE“EL breakdown and ar conflict that may impact the whanaw. They ane
engaged to manage amy ssues that impact the whanau ranging
2 from domestic walence, drug and alcobol abuse or gang behaviour

to name a fes. They are more specialised in whanau support where
there are hagh levels of rsks as compared to a navigatar wha focuses

predomenanthy on the relational f navigation role

Mental Health Clinicians = High Risk Mental Health

LE“EL Gualified mental health dinicans that forus on high-risk mental health
and addictons accessible o the providers in the collectve coordnated
3 by Te Pokapd. Ther focus & ta respond to high leved mental health

risks and addction for all whanau referred to Te Pokapo

M diagrammatical view of the abowe is presented on the following page under 5.3 Structure.

14
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5.3 Structure

The focus of maintaining a whanau led / centred approach to our collective mahi
asserts the whanau / referral as the centre point of our structure.

Added to thes is the support structures we will put in place for the various levels of mental health support
required as stated above. Please see our structure diagram:
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5.4 Methodology

The service methodaology articulates how we will work together from referral through
to evaluation and explains the steps we will go through to support whanau / referrals.

1. Referral Referrals are recerved fram M5S0 7 Other government agencies £ Comemunity.
Feferrals can be made by any medium but must be referred to the Housing:
Hub = Te Pokapo through Te Taumata o Mgt Whakawse. Criteria for referral
are individuals and famalyfwhanau with an smmediate housing need or
experiencing homelessness induding:

= pwercrowded or unsafe [vang situations
= sheeping rough

= powch surfing

= descontinued tenancies

* family and relatanship breakdown

* Inang in an unsafe and unhealthy environment that &= detrimental ta your
wlIbeing

2 Triage Te Taumata o Mgati Whalaue (TTOR] will provide A cultural framework
adapted for the triage and referral process they will also provide cultural
advise through their Pouwhakahaere role.

A cultural framewaork adapted for the triage and referral process they will
alza provide cultural achese through their Powshakahaere role.

Triage is proveded by Te Pokapd focusing an housing and healkth needs ta
provide pathwsays for people experiencing howsing needs. Triage and referral
will be gowerned bry:

* Cohort {individual, couples and whanau)

s Hiotel foous (as abowe)

* fisks identrfied

= Wellbming aszessment

= 'Whalca papa affili aticn

3. Aszeszment Azzeszment & then delwened using the Nga Pou e Rima outtural framewor k.
Mga Pou e Rima is a cuhural assessment moded developed by WACT
combianing Te Whare Tapa Wha (developed by Ta Mason Durie) and Te Pou
Ahurea. WALT have aliowed the collective to implement this model which
waill be whanau led using micro-counselling and deflectse questioning as

a facilitated approach to assessment resulang in inclusion of community
providers where required. Kga Pou e Bima is the foous of:

* Te Pou Whanau - Famaly

* Te Pou Hinengaro = Emational 'Wellbeing
* Te Pou Tinana = Physical

* Te Pou Wairwa - Spiritual

* Te Pou Ahurea = Culburne

17
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4. Planning Results of the Nga Pou e Rima assessments form the whanau plan required
to see progress on thew goals and aspirations. This is to ensure tangible
steps are taken to progress whanau towards their housing and social
objectwves invoking other community providers to deliver ther services.
Planning s based on the SMART model to ensure objectives are:

« Specific

+ Measurable
« Achievable

* Realistic

+ Time framed

5. Mentoring Mentoring & provided supporting whanau through their chent plan and
achseving ther goals and aspirations. Mentonng is provided as and when
requared from the whanau, however, at the very least, mentoring =
provided:

« Weekly - month 110 3

* Fortnightly - month 3to &

* Monthiy - month 6 to0 12

Mentoring focuses on the whanau but can include but not exdusive toc
« Hoteliers
+ Employers
* Community Providers
* Hapd and m1
« Extended whanau
* Trasning providers
* Landiords and real estate agents

6. Evaluation Services are evaluated by whanau through a range of evaluation toals. The
key focus of cur evaluation & to remain whanau led shaping the services we
provide based on ther identified need. The results of our evaluations evolve
our services where required and bring in other providers where there isa
E2p in support services. To achieve this, we employ:

« Action Research ~ guarterly reflection of our service effectiveness

+ Results Based Accountabibity - How many, how well and how better off

+ Results Measurements Framework - Knowledge, Attitude, Behaviour,
Emdronmental change

g
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5.5 Outcomes Framework

Our outcomes framework helps us understand the impact we are making with the
referral / whanau, and the outcomes achieved be it cultural, client or contract focused.

WALT have developed their own 3C's Outcomes Framewark that reflects this prowiding a foundation for our
collective to implement. Thes can be explained as follows:

A\A\

19
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Outcomes that align to and
reflect goals and asparations
of the dient.
Results Measurements
Framework (RMF) is another
tool we can implement to
measure progress of the
client as it asks the chent
whether we have:
* improved their knowledge
In service e.g., housing
* Enhanced their motivation
and attitude to securing
housing
* Changed their behaviour to
ensure housing success

* Evalve the environment
of the client ez, secured

ther own housing

Outcomes that align to the
culture of the dient.

To support this, we have
mmplemented Nga Pou e
Rima (NPER). This is a cultural
framework WACT has
developed and allowed us as

a collective to adopt in our
services. NPER s a denvative of
Te Whare Tapa Wha developed
by Sr Mason Durie. WACT have
added Te Pou Ahurea ~ Cubture
&5 an addtional focus areawe
will engage with referrals on
forming Ngt Pou e Rima. Ths
mdudes

* Te Pou Whanau - Family
* Te Pou Wairua - Spirituality

* Te Pou Hinengaro - Mental
Health

* Te Pou Tinana ~ Physical
* Te Pou Ahurea - Culture

Outcomes that align to the
comract for this service,

Outputs and cutcomes form
the basis of contractual
reporting which can be
supported through Results
Based Accountabdity
Framework (RBA)L RBA
measures:

* How many have we worked
with?

« How wel have we worked
with them?

* How better off they are?

All cutcomes will be compared to population indicators of our community to provide us a comparison an
the performance of our services and the impact this has on sccial factors wathin our community. We will
then algn these outcomes to our strategk direction as a collective and as providers withan the collective.
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5.6 Client Management System

The FIXE Client Management System (FIXE) is the tool we will employ to centralise
and coordinate all providers who share the same referral / whanau, all cutcomes and
outputs and reporting and all third-party providers tagged to the referral / whanau.

FIXE = a Client Management System specifically developed to assist in delvery of social wellbeing

related senices to Maar and Pacifika in particular, but all such clients in general

* FIXE can be configured to deliver one or more services to a client at a time.
« In FXE a chent can be an individual person, a whinau, or a foster family.
« Chents can be knked to other dients to model family relationships.

« Each client can have their own separate programme of services and/or share services {eg. ina
whinau or fastering stuatian),

21
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A FIXE service models a collection of tasks, measures and KPr's that can be customised as reguired to track
delivery of interactions and resources to a client to

* Link to one or more funding sources, thes allows fundng sources to be tracked aganst detail service delivery.

* Capture KP! information, on a configurable basss, and provide this mformation varicus stakeholders.

* Includes external parties such as parents/guardians and government departments (e.8., corrections) who
can be granted restricted access to a subset of FIXE mformation.

* Develop AP1 access with government agencies and funders to provide bi-directional data exchange.

* Access 3rd party organssations n the database for assessments and services induding updates and
assessments which are then downloaded.

* Allow funders access to the database for all reporting of any time, frequency, area, region, or contract.
FIXE can handie muitiple funding sources from multiple funders including any outcomes framework
required. The information at a funder’s level is defined to quantitative data that i level specific. The
database can APl connect automating their reparts at a frequency and format the funder requires AXE as
a software product is a sub-set of a total product named ~ The FIXE Scluton. This solution includes:

* A best practice methodalogy for delivery of socal services, specially aimed at Maori and Pacfica.

* The methodalogy recognises the different cultural needs and practises of these peoples (e.g, differences
in pastoral care and whanau support).

* Provides tailored implementation strategies to support provides of various levels of expenence and expertse.

* Provides angomng suppoart, as required, for these organeations through FIXE's back-end-suppart (BEST) service.

n
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5.7 Workforce Development and Support

Workforce development focuses on what we as a collective require training and
development in to ensure an ethical, professional and effective service is delivered.

This sets the platform for a manimum leved / standard of service that we as a collective have stipulated need
to be achweved and maintained.

TTONW will prowede traireng in Ngati Whakawe thkanga and history to give the workforce a deeper
understanding of their obligations to warking with tangata whenua.

Te Hau ka te K3inga collectwe has agreed that the Diploma in Sooal Services provides the foundaton reguired
to work in this space, as such, all providers in cur collective have committed to envol in this Diploma which
we expect any new praviders to also enral for should they express an interest n prowsion of stable housing,
Please see below for 2 list of unit standards covered in the Diploma in Social Services.

Domain Number Unit Standard Description Level Credit

Hauora 15305 Explain and analyse hauora M3ari concepts of 5 &
katiakitanga & mana

Hauora 15308 Demonstrate knowdedge of stress management = 2
methods in a havora context

Hauora 15314 Explain and apply tikanga when communicatang with, - 3
and caning for, whanau in a hauora context

Hauora 15317 Design and implement Maar health promotion 5 &
programmes
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Domain Number | Unit Standard Description Level | Credit

Hauora | 18564 Demonstrate knowledge of Mon methods of conflict & &
resolution n a havora context

Whanau Ora I E RN Buid effective relationships to develop and implement 4 10

. communication strategies to achieve whinau ora
Whanau Ora | 31178 Develop, mplement, and monitor a whanau ora plan in 4 10
‘ collabaration with whanau

Whanau Ora 3180 Develop, mplement, and manitor a whanau ora plan in “ 15
callaboration with whanau

Whanau Ora 31422 Develop and implement strategies that foster and 5 10
manage refationships n a whanau ora context

Whanau Ora | 31423 Develop and apply a whanau ora framewark 5 10
underpinned by the principies of whanaungatanga

Whanau Ora | 31424 Apply the prnoples of te pono me te tika to examine L 15
whanau ora services from a whanau and a practiboner’s
perspectve

Whanau Ora 31425 Apply kaupapa Macrn concepts and prinoples to 5 15
examine the delivery of services with a whanau centred
approach

Whanau Ora | 31427 Critically reflect on own and cne other practioners In 5 10
a whinau ora context underpinned by rangatiratanga

and whakamana

24
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Tao ensure relativity of trainng that aligns to provsion of stable housing, we added extra subject matbers
that we a5 a collectve agree reflect the realibes of thes senace. These areas have been co-dessgned by
prowiders wathin our collectsve who are either recognesed prafessicnals in thear field or current praviders of
their subject matters.

These will be credentialised as a bespoke qualification adding to the foundation of the Diplama in Social
Lenaces resulting n a natonally recognised qualificaban that reflects the realibes of provision of stable
housing in cur Ratorua community.

Following are the suhject matters that we agree reflect the realities of this service thatwal be included imowr
workforee develapment and qualfication process

Mental Health & Multiple Co Morbadity
Addiction - Lived Experienced

= Clinical sholled staff
= Aryane in Moteds is under distress
MH and AoD primary foous
= OHE & L'W = Co Ordinated respanse
= Clinical nurse specialist's rotation system
= DHE Framework - Taniya Ward sending to Te Pora and Israed
* Traming from Te Pora and Hashaeto

* Traurna imfarmed care

Miga Fou e Rima (MPER)

Learning the philoscphy, application, and delrery of HPER into cur
ourrent practice and aperations. This ndudes:

= Te Pou Whanaw - Family

= Te Pou Wairua - Sparitwality

* Te Pou Hinengara = Mental Health
* Te Pou Tinana - Physical

* Te IPou Ahurea - Culbure

Hgat Whakaue

Learning the practses and history of the s while kearning o understand
kaupapa Maon appraaches.

De-escalation Establish minimum standards of de-escalation strategies to keep aur
Strategies staff safe and secure whilst provading support to whanaw. This to be
supported by on site management that maintains minemum standands

required for contracting security seraces o suppart a safe and
supparted housing environment for children and famibes [standards
attached]
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Model of Care Reviesing, practicing, and applying models of care in this serdce

through a range of different models of care and engagement with
dients { referrals and whanau.

There are 9 ientified practice modeks used acress the collectsme, from
this the collective have agreed to utilize Ng8 Pou o Fema (Ono). Thes is
2 halistic approach model that encompasses Maari world view values,
while also considers other companents, of Maari practices models such
as Te Whare Tapa Wha and Te Wheke.

The application of these practice models will be done thraughowt the
entire af service provisions in 2 way that is conducive to and with each
service as the require. Reporting and extractons of the data captured
will be overarched fram a Te Taumata o Ngiti Whakawe Iha Ake centric
model approach

S p!'l‘"l"i!‘n-iﬂl"l Each service pronader is responsible to pronede appropriate culbural,
dinical and exbemnal supervision to their staff as require. Te Taumata o
Mgat Whakaue iha Ake, can provide guidance to service praviders on
additional pathhaays to cultural and dinical superssion.

Induction / Development and delivery of a co-designed induction programme
Expectations for all mew staff to this service to understand expectations and
responsibadities when warking in this space. Thes includes WA/ OSH ¢
Worksafe.
Thies imchsdes:

* Reflect the populatian we provide far

= An understanding of rodes! providers

* Induction for new staff - same Kawpapa (Mga Pou e Fama)
* Continued traming for all staff

* Career and leadership development

= Sustain and use effective modeds of practice

* Enhance individual practices

Treaty of Waitangi To kearn and understand the connectons bebasen Te Tiriti o Waitang)
and colonisatsan to this space and strategizing how to respond

in consmsbent ways tosards enhancng Mana Motuhake and Tino
Rangatiratanga cn multiple levels

Document: Union Victoria Motel Emergency  [UNCLASSIFIED] Housing Site Management Plan

| Issued: July 2021 | Updated: February 2023 | Version 1.2 |
|

59 | Page



Family Violence Family Viclence cverview
= Farmnily Harm

= Police Safety Orders = PS0O
* Protection Orders
= Occupation Order
This includes.
= Whakawhanasungatanga - connecting wath an understanding of
history and to mitgate rsks
= Obsersing behersdowrs to provide karerafsuppart

= Understanding indesidwal triggers prowiding a prevention plan
[ndrddeal mteresis as an alernatisel

= Connection to the Women's Refuge suppart ine

= Wiolent prewentian wark for non-offenders to prevent offending i.e.,
bush, community mahi, malang a difference,

* Comemunicate with NE police pathewvay to violent prevention

Child Focus Every child has the right to reside in an envircnment that caters for
Development their emational, physical, and spiritual well-being. Many familes and
their children hase become transsent as rentals are sald ar rents

have rsen. While a mabe| is a nice place to visit it is nat designed for
long term houwsing. With this statement in mand, we a5 a collectree will
ensure there are opportunities for children to have the followang:

= & roam to call their osn [or shared with siblings)

= A& place to get undisturbed sleep

= A& place to mun, jump and ride

= A place o be creative

‘Children anly need to be maved once, owr process of placing a famaly

through the HUE referral system needs to be robust and well informed
‘o ensure the family has the correct unit size and location the first time.

MSD Products and MED Case Managers have access to all of MSEYs products and serdces.
Cervices A& full range of M50 products and services and their paolicies can be
fownd here.

‘What's mew - Map (workandencome gavt.nz)

‘We would expect that Case Managers from M50 would be able b
facilitate access to thase products and services from within Te Pokapi
or on advice of providers.
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5.8 Shared Resources

The resources we as providers in this collective can now share to deliver this
service are as follows:

* Policies and procedures developed for emergency housing

* On site Management processes

* Nga Pou e Rima Cultural assessment training
+ Database training and implementation
* Employment Agency

Te Taumatao * Ngati Whakaue centric Frameworks
Ngati Whakaue * lwi Connections

+ Triage and Referral Pathways

* Client progress management

* Relationships and Networks
o“ﬂrﬁy
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5.9 Risk Management

Please see below the risks identified from our collective for this service.

Risk Likelihood  Impact ] Mitigating Response
H | + Severe Harm | + Collective to mest and develop a stra
Tegy
- Foar + Death for high-risk referrals and our collective
- + Distress s e
b - Bulld rolationships with gangs 1o incude
Viclence + Legal actions / Consequences them in areas where appropriate to
« Prostitution Manage any gang related nsks
= Neet with gang leaderships (o instigase
common understanding of whanau and
referral protection and safety whilst in
. the hoteks.
Drugs and Akcohol High |+ Whanau Viclence = implkementation of Fouwr Cances cusrent
- Bohaviours / « Viclence in general pnunewghanhunuuadquuo
ather hotels and provicer's practice.
Reactions under + Property damage and
the influsnce maintenance costs = Assert a Drug and Akohal free space
- Overdoss « Reatorarigs weh moceiers | SRR S Teirngh sherscie g
= Adverse reactions + Increased scrutiny from the « implement ‘Rules of stay inciusive of
Such a5 Pantes / funders on-site managemant and on call and
S v sy o + kmpact damage to chic emRrgency senvices.
» Fsuperty Dot welbeng = Communicate to motelkers
* Serious Ham and support the guidsiines of sandce
1. Drown in bath providers.
2 Fre |
Anti-social Behaviour | Medium + Death = Dovelop process to rakse training and
X e + DNstress :::ab-lngmwxnms through bes
+ Legal Ltigations I
* Death 1. Training
= Assault 2.Vighanco
3. ACCUraNe J55es5mants
4. De-escalation
5. Safety Pans
6. Crisis Response Plans
7. Advance Directives
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Risk Likelihood Impact | Mitigating Response
Child Supervision Very highif | -~ Meda | Pre-Inspection of matels fram providens:
« Burns / Hurt - whanau + Medical Arzention - idencifying hazards.
thermal plipes and | |owto + OT - Potential shetdown « Recommendations provided ta moteliers
- Pools -Drowning | Singilesand | . ¢ ggal igations Agreed reaifications:
s atin coupies - Conditional - Senvice providers make this
condition.
= Fencing - Roads « Mt be stipulated and confirmed
and access timetrames to providers.
- Fighting Minimal standards:
- Bulying = Adjusted to indude service requirements
must keep minimal standards provided
* Property Damage by MHUD.

On site monkoring provider and moteliers:
= Prental Development.

= Education.

= Life skibs

= Anareness

Surveilance.

After school care.

Schoot runs

Welfare checks.

Safety roll check

= Indude evacuation planning.
On she programmes:

« EG: f site has space 10 accommodate
a3 designated common space for movie
night and other activities.
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Rizk Likelihood = impact Mitigating Response
Imfection Control Wy High + Slckness - Muliiphs onoss = Ragular deaning - Sie and Shared
- Parson bo Person indemion J Contaminatkan SOB0ES
+ Shan doem of shared Tacilioes = Regular Heakh Checks
* oD + Regutaton = Conirodkd shaeed Taciioes - Minimal i
3T nequired.
- Srabies = WIOH Vizibl o guidialines - Sanitizer / QR
Codes J Sign in registers
* Bings - Wardans
= Hapa s
Visitors High + Whanau disconnect = Off Sie aniy
« Mo ViSRG cn S + Ensirodemient = Sorurity poing of cOnCacT
; - + Uremate for bystanders = Dusignated space - B reguired by Asdic
! + SLaf : Prawssnmion over ung
+ Dusignated stafed
area for onsice
approsod
Ensl rom mesnts High + Chilidram at risk = Mo Drugs and Alcohol
, + Uirsale @nwironment - Kapua = Uk of motel sttt oo id
Dvug and alcohsal
- Cigarettes and pouri - Sad, Grey Cloud analogy | - sraft astend with security to remove
Waping * Sorass alf and oCounants - INSPECHons - Agreed INCUctions process
* Do redated cleaining - Dasignated areais for smokinghaping
Service Stakehodder | Low o + Wined messaging if comims + Effgctive training
Relationships Maxdiim is misconsirusd from serdos » Cl0aF COMAT SO and Epactatkns -
- Ranegad on BN o motels Timalines to complse
conditions + Claar and concise OSH planmning
1. Mot complned + Mitigation plan - Fre-Inspection / Signed
i off wiith motelier, Inchude MEHUD
TR + COMSETRN Oy 0 COmMItTnas. to the
I Interpretation of sarvice standards
[t ia Ty
3 AepuLations
4_05H
Service Standands Mediumm | + Ursale rooms due o + O Site managemant plans
- Spafl High COMTTnation + Conche and compkete OEH Risk
 Staksahold + Harm reduction and face o Managema  FObuST Dvariaws
i tace suppar + Collective SLppo nessork
# Limitod accuss b faciliey - * Training - On the job § Collecthe
- e drug cesting - kitchens & laundry o -
Sraf & Sitg . \ar cleaning - Cost + Triage - responding pre-entry (0 J senice
- Up ta standards R Rorasse | peovider motel
« Breakcioen -
Redationship
= O5H Fromsses
= Incidents and risk
rocnrding - REporTs
and regisiers
= Pandamic Lockaiosn

Ed|
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5.10 Best Practice Model

Please see Appendix 1 for a copy of an On-Site Management plan from our
collective as an example of a best practice model for provision of stable housing
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5.11 Reporting Structure

The reporting structure we have developed recognises the various levels of
accountability that require a form of update and reporting.

Following &= our reporting structure:

Business intelligence  Demographicdata Trend analysis  Output and outcome

Housing Hub
Pohin framework  Business nteligence Demographic data  Trend analyss Output and cutcome
Provider progress  Risks and incidents  Support and services delivered

Providers
Nga Pou e Rima progress  Chent and contract output and cutcome  Whanau progress
Resks and incidents  Support and services delivered  Cohort reporting

Ngat Whakaue  Ng3 Poue Rimaprogress  Clent output and outcome  Whianau progress

Resks and incidents  Support and services defivered
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5.12 Communities of Practice

Communities of Practice ensures our operations are engrained, implemented, and
employed effectively.

To ensure thes ocours we as a collective have committed to meeting monthly to peer revsew and reflect
on our practice and service. The cutcome of this i a consistent and professionally delivered servce that
produces outcaomes for referrals and whinau to our service. This wall indude:

* Reew of senace methodalogy

* Resks and mitgating responses

* Best practice onste management

* Strategic progress

* Gaps in service delivery and Inclusion of any other sersces required
* Cultural support and supenision

* Media enquanes and response
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