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Manaaki Tairawhiti Navigator Project

A decade of evidence and whanau experience gathered by
Manaaki Tairawhiti shows that centralised systems of social
support are failing because the voice of whanau is ignored,
leading to compounding harm and wated potential.

The answer lies in mana Motuhake; supporting and enabling
locally-led systems of support.
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The Tairawhiti region faces serious
Interrelated challenges relating including

Infrastructure
particularly
roading

Climate and
weather events

What does this
Economy Deprivation mean for the
Social Sector?




Manaaki Tairawhiti

The Original Brief

« Whanau at the centre
e A clear line of sight
« Commissioning agency for the region

¢ No more NFAs

How Would We Do It
« Workforce development (Navigators)
¢ System improvement
« Whanau voice (50 Families -> Urungi)

e Community development (Working across providers)




Navigator Project Purpose
Capture whanau voice to
inform system change

Changing the

system

A collective
way of
working

Supporting

WhEREW

Bringing together iwi,
communities, agencies and
NGOs to help whanau
navigate systems

Collecting data
and insights



What matters to whanau?

That | know what door to go through to get help

Understand my situation is important, understand my
culture and my story

Do what you say you are going to do
Don’t rush me, don’t judge me

That | don’t have to fit a criteria to get help
How long will it take to get help?

Keep me informed and let me give feedback or input into
my plan




Navigator Project Team

Lovey Poutu Debs Hancock Alofa Aiono Laine Higham






Productivity Commission Quadrant Diagram — Service User Types
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Data infrastructure that listens to whanau - Urungi prototype 1

Urungi Data Pathway

Data Points:
« Narratives - Whanau Voice
® * Needs & Concerns

* Perceived System Barriers

 Responses - Workforce
e Qutcomes
e End to End Time

Kalurungl
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Measures

Directly from whanau (verbatim) via Navigators

e Count and types of needs - full variation not just needs that fit
the criteria of funded services

e Outcome — were needs met or not (without context)

e End to end time to “outcome” (accountability and system
‘ performance)

e Number and types of barriers linked to each need
\r Number and types of responses.

N

S



Need: can you come and support me with the social housing screening call
Because: | am terrified | will say the wrong thing and we will be homeless
Need Theme:

Because Theme:

Demand Type: Whanau Need

Date:

Navigator Agency: Supergrans Tairawhiti Trust

System:

Sub System:

Barriers? No Barrier(s) Identified

Outcome: Met

Outcome Date: 2025-08-08 00:00:00

# Days to Outcome: 1



Need: | need help to figure out how to get my dad into housing when he is discharged from hospital.
Because: My dad's cabin got washed away in the flooding when he was in hospital and has nowhere to
go now once discharged

Need Theme: Somewhere to Live / Stay

Because Theme: Homeless / Nowhere to stay

Demand Type: Whanau Need

Date:

Navigator Agency: Tairawhiti Benefit Advocacy Trust

System: Housing

Sub System: Civil Defence / Emergency Services

Barriers? Barrier(s) Identified

Outcome: Met

Outcome Date: 2022-04-29 00:00:00

# Days to Outcome: 8
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Diagram B: System Performance Quadrant Diagram

HIGH
B F. All needs canbe met  G. Needs can be met, if
) without assistance. assistance provided by
Desired state. navigators (Kaiurungi).
&
= H. Needs are unmet,
%’ even with assistance of
O E:Needs go nmet. a navigator (Kaiurungi).
Status quo.

LOW

System complexity



Key findings from Manaaki Navigators —June 2019 - Sept 2025

1,561 7,137 8,299 5.3
Whanau Supported | Narratives Needs Recorded Average Needs per
Captured Whanau
31 14 12,029 6,780
Total Navigators Navigator Providers | Responses Barriers
Recorded Documented




Needs Across Systems

Taha Whanau, 21 Taha Wairua, 20

Child Wellbeing, 668

Justice/ Law, 774
Health, 2,656

Housing, 1,122

Education, 1,187

Money /
Employment, 1,851
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49.5% of whanau had 43.8% of whanau had 27.7% of whanau had
health needs income needs education needs
OO0
%
ard
30.7% of whanau had 22.9% of whanau had 17.2% of whanau had child

housing needs justice needs wellbeing needs




Barriers were observed and recorded 51.3% of the time.

60of9

fied (4043/48.7%)

ier(s) Identi

No Barr

d (4256/51.3%)

ie

(s) Identif

ier

Barr

Manaaki

i

Tairawh



Number of Barriers

Taha Wairua, 4 | __Taha Whanau, 2
Justice / Law, 467 -

Child Wellbeing, 323 _

Education, 661 Health, 2,552

Housing, 1,056

Moneay /



Direct needs

Top 15 Direct Needs (4,306 Total)

Communication Device/Connection
Care - Respite/Residential/ Overnight
Medical Advice/Review/Diagnosis
Medication/Prescriptions
Specialist/Specialist Services
Course/Programme
Furniture/Furnishings

Specialist Equipment/Products
Licence - All Classes/Renew/Reinstate
Counselling (incl finding)

Income Support/Supplement
Clothing/Accessories/Repairs
Kai/Groceries

Transport

Somewhere to Live/Stay
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=
[=]
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500 600

mMet mUnresolved/In Progress

System Support needs

Top 15 System Support Needs (3,993 Total)

Confirmation mmm

Support - Letter / Documentation

| don't want.. it/..to go /them
Support - IT/Admin

Home Visit / Come and see me
Enrolment / Registration

Hui / Whanau Hui

Clarify or Update Entitlement / Details
Talk to someone/ you

Appointment

Talk on my behalf - pass on detail/ info
Assist with an application/form
Attend with me / whanau

Follow Up / Make Contact
Information & Advice

(=]

100

]
[=]
[=]

300

=Y
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@
8

700

mMet mUnresolved/In Progress
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Urungi Quarterly Report: Q3 2024 V;.h;ng 2?4‘ Barriers Total Whinau | | Total Needs | Total Barriers Manaaki
System Overview il ikl anl | 1386 || 7479 || 6096 Tairawhiti
Diagram showing the neads and barriers recordad [:J Total number in Urungi database,
across systems by Kalurungi for the |as_t quarter, A -
alongside overall total numbers stored in Urungi. “ Barrier Rate ‘& Barrier Rate (Percentage change from previous quarter.)
( ) % 38% ; ; 1.03 g
_ Housing -14. Child +28.86% < :
? Ba;sct3f;:ﬂc Wellbelng % Baalengfte
Health (-12-.42%) Ng;‘ " Yotal Needs Nﬂ-;’ [ Total Needs Education (+25-2 1%)
39.4
(+5.2%) 949 (-20.41%) 522 R
Needs " Total Needs ) _ ‘ ‘Bm‘e — N;: [ Total Needs
101 Barriers " Total Barriers | rs Total Barriers
(-22.31%) | 2493 112 40 (-32%) 1127 |
S (-6.67%) 903 (+2.56%) 395 R
Barriers (Total Barriers ) Nt Barriers Total Barriers
31
(-311?33%) . 24327 ! (-16.22%) & 594
h O
< Y 4 ¢ \
$ Barrier Rate @ Barrier Rate
1.03 .\ Barrier Rate ' 0 25
Money/ (-3.73%) —_— 1.08 Taha Wairua .
Employment Justice / Law (*’19.3-79%)
Needs " Total Needs ) Needs Total Needs
(.2121739%) 1549 Needs (Total Needs ) 4 15
' = 38 689 —
Barriers (Total Barriers ) (+5.56%) Barriers (Total Barriers )
(-2]52612%) 1213 Barriers Total Barriers 1 5
(+215.38%) 421

S



Conclusions

A broad-spectrum ‘navigator’ type workforce
can be part of the solution

But navigators are working around highly
complex systems — build in systems work

Local data matters and whanau voice provides
evidence to shape and design future services.



Conclusions

The government delivers large-scale, transactional
responses that work for most people. But communities
need locally led approaches to pick up whanau that don’t
fit the mainstream system

The system is a monopoly with a locked door and
communities have very little power to change it.




Community Commissioning

Creates new levers for positive change and eliminating waste
work

Locations have different needs requiring tailored support

Community Commissioning will enable regions to focus on
their unique priorities, and ensure local accountability.
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Urungi Quarterly Report: 3 2024 - Meeds rriers Barrier Rate Total Needs | ( Total Barriers || Owverall BR
101 132 131 | 5 @Mﬂmﬂd
- Tairawhiti

2493 2432 0.98
? Health N (-2231%) (-31.96%) (-12.42%)
Highest Frequency Needs Meeds  Barriers Bamier BRLast % Change Barrier Themes Barrier Agencies # Barriers
. Rate (BR) Quarter MOH - Ministry of Haalth
Appointment IS 080 150 ¥ -467% Communication Process _ _—
attend with me [ whanau NS 1.89 150 & 255% _ - &0 - doctor
Criteria, Policy & Legisl .
Counsalling (ind finding) [N 188 1.7 A B3% - MSD - Ministry of Social -
Information & Advice TN s 7 117 183 ¥ -36.4% Process (1o access) - o Waharoa 6
Make Contact / Folow Up I & 3 0.50 085 ¥ -341% . c
Medication / Prescriptions [l 5 3 0.60 200 ¥ -70.0% Aoeailability - Dentist 4
; i : Hauora Tairawhiti - Te Whatu Ora 4
Specislist Equipment [ Products [ 5 1.80 100 & S0.0% Delivery Made - T .ml .
Income Support [ Supplement Il 4 3.50 1.00 A 250.0% Salf | W u 4
Transport [ 4 ] 0.50 100 ¥ -50.0% Professional | Agency - Haalth Spacialist 3
Clarify Entitlement [l 3 B <7 s vern Multiple Agencies 3
Envclment | Registration Wl 3 3 1.00 150 ¥ -33.3% Timeliness & Delays - NASC (Health and Older Persons) :
Hﬂbﬁim: F'aeu'vew H s 2 0.57 140 ¥ -524% Affordability I Te Hiringa Matua 3
Deal with Addiction [l 2 1] 0,00 000  Downtod Threa Rivers Medical 3
Home Help [ House Claaning B 2 5 2.50 567 ¥ -5559% 0 20 Work and Income 3
Idontwant. it /togo/them B 2 1 0.50 0.00  Upfrom 0 # Barriers Your Wery K2 “”h“l.. H"Eﬁ -
Whanau With Health Meeds Owver Time Barriers Cwer Time
@ # Whanau ——MNeeds Rate (Avg # Nesds per Total Whanau) @ Barriers —— Barrier Rate (Avg # Barriers per Nesd)
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Manaaki Tairawhiti Urungi Report
Current Status: Education

= 27 34

“ # Whanau # Needs Identified
30 'iaf
@_‘_ # System Barriers #sanz:zencies

Top Need Themes within the Education System

@ Barrier(s) Identified @No Bamier(s) Identifiad

# Needs
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Manaaki
Q3 2024 Tairawhiti
Needs with Barriers Encountered .
Barriers) icentfies ---------— .
T [590 E30 [F58 30 1T 51 50 ® 12
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No Barrier(s) Identfed # Sub Identified
------- TR

Ll 55.99% Q 52 v o

% Needs with Barriers

Demand Type
Whanau Need




Manaaki Tairawhiti Urungi Report

Spotlight on Need: Kai/Groceries

Kai [/ Groceries

- Tairawhiti

Whanau With Specified Needs Over Time

® # Whanau

Meeds Rate (Avg # Mesds per Total Whanau)
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Barrier Rate [Avg # Barriers per Meed)

Because Theme

Can't Afford it [ Worried about Cost= [N
Covid Isclation | Needs [
Don't have any | enough _
Debt | Other gills [N
Mo Income | Mo Money -
Support Grandchildren | Children [
Health Canditions { Concerns [
Hungry as [l
Benefit Cut OfF [ lapsed [
For Kai [Focd |
Mo Job [ Can't work ]
Declined / Likely to be dedined [
Floed [ Fire Damaga .
Drug [ Alcohol Use I
On Waiting List / Waiting to be seen ... ||

Barrier Agencies # Barriers

Work and Income

MSD - Ministry of Social Development
Supergrans Tairawhiti

Multiple Agencies

TROTAK

MOH - Ministry of Health

GDC - Gisborne District Coundil

Housing Providers

MO] - Ministry of Justice

Youth Servicss - Turanga Ararau
Community Mental Health and Addiction
Sarvices

GP - doctor

Hauora Tairewhiti - Te Whatu Ora Tairawhiti
Kainga Ora

MASC (Health and Older Persons)

Mew Life Fellowship

Private Business

Thras Rivers Medical ACC - Accident
Compensation Corporation

L]
= B b b e e e et HMNMMmmLﬂEH

Has moved out | Wark and Income,Bamardos
0 =0 100
# Needs
Meeds by System Barrier Theme
2 e
43 (14%) — Criteria, Policy & Legisiation [ ESHN
System Delivery Mod= ST
@ Money [ Employ... Communication Process -
@ Health svailability |8
@ Child Wellbsing Professicnal / Agency Rela. . .
@ Education

" 258 (84%5)

Affordability [Jj
Timeliness & Delays I

] 50
# Barriers




Manaaki Tairawhiti Urungi Report

Spotlight on Need: Transport

Transport

- Tairawhiti

Whanau With Specified Needs Over Time

® # Whanau Meeds Rate (Avg # Needs per Total Whanau)
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Barrier Rate [Awvg # Barriers per Need)

Because Theme

Mo Transpert [ Drive & Do things D
Appaintment [ Test { Hui [
car Repzirs [
Health Treatment | Check Up [
Health Conditions [ Concarns -
Court Hearing | Orders -
Distance to Schoal [ Town [
Attend Course | Programme | Scheol .
Provide Medication { Medical Products [
Required by Agency [}
Don't have any | enough .
Drug / Alcohol Use .
For Kai [Foed [
Job application | Talk to boss [
Bensfit Application [l

Barrier Agencies # Barriers

Multiple Agencies

M50 - Ministry of Social Development

MZ Transport agency NZTA - Waka Kotahi
GDC - Gisbore District Coundil

MOE - Ministry of Education

Kainga Ora

TROMPrui

Work and Income

Hauora Tairewhiti - Te Whatu Ora Tairawhiti
MOH - Ministry of Health

Zelf [ Whanau

CC5 Disability Action

Community Mental Health and Addiction
Services

GP - doctor

Housing Providers

Lawer

MO - Ministry of Justice

T - Cranga Tamariki

4
L S R R N R T N R e = = = ==

Private Business
Homeless [ Mowhere to stay ' Turanga Health
0 50 Audiclogy
# Needs Bank
Pt o BA s | Il Al Al ks

Meeds by System Barrier Theme

205 —
23 (9% %,

\ 102 {38%) System Process (to access) _

(129 ® Health
@ Money [ Employ...
@ Education
@ Justice [ Law
@ Child Wellb=ing
{18‘!1?) ® Housing

L 53 (20%)

oelvery oc |G
Criteria, Policy & Legisiation [ NS
communication Process [ EEIIN

Affordability [J]
Professional [ Agency Rela. .. I
Timeliness & Delays I

o 20 40
# Barriers




Manaaki Tairawhiti delivers interconnected approaches
acting on the system, and

acting in the system,

to evidence the impact of changes to the system,

we can bring together action and evidence.



Need: | need to talk to someone about whether I'm dealing with my son's grief and distress in the right
way or making it worse.

Because: | get so emotional cause | can hardly deal with my own grief
Need Theme: Talk to someone / you

Because Theme: Stressed / Not coping

Demand Type: Whanau Need

Date:

Navigator Agency: Manaaki Tairawhiti

System: Child Wellbeing

Sub System: Mental Health

Barriers? Barrier(s) |dentified

Outcome: Met

Outcome Date: 2021-02-02 00:00:00

# Days to Outcome: 22



Next steps
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