MINISTRY OF SOCIAL
DEVELOPMENT

TE MANATU WHAKAHIATO ORA

22 MG 707

On 30 March 2017 you emailed the Ministry requesting, under the Official
Information Act 1982, the following information:

e« A copy of the guidance that was mentioned in this statement and details of
how it was provided to staff:
"The guidance focussed on ensuring that assistance was only granted
to people with a genuine emergency need and that clear expectations
for clients were set about what they must do as a condition of
receiving the assistance.”
e A copy of any advice or briefings provided to senior management in relation
to the guidance or the need for it to be issued.
e A copy of any correspondence or details of any conversations with the
Minister’s Office in relation to the above guidance.

You will have received a notification of the Ministry’s decision regarding your request
for information.

On 1 July 2016, the Government introduced a non-recoverable Emergency Housing
Special Needs Grant (SNG) to help people who need emergency housing. This
Emergency Housing SNG is payable for up to seven days to help individuals and
families with emergency housing needs, while the Ministry works with the individual

~ to investigate alternative housing options. In most cases this grant does not need to
be repaid.

Further information regarding Emergency Housing SNGs is available on the Ministry’s

website: www.workandincome.govt.nz/map/income-support/extra-help/special-

needs-grant/emergency-housing.html.

After a review of the implementation of the Emergency Housing SNG, the former
Minister for Social Housing, Hon Paula Bennett, agreed to strengthen the
implementation of the SNG. Changes in the administration of Emergency Housing
SNGs were implemented on 21 November 2016.

To ensure frontline staff understood the changes, and were confident delivering
Emergency Housing SNG services to clients,. training was rolled out to staff starting
in November. The slide presentation and the facilitators guide for these training
sessions are attached to this response.
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Please find attached the following documents:

Date Title

29 September | 'Strengthening the rufes around Emergency Housing Special Needs
2016 Grants’

9 November HSG paper - ‘Emergency Housing Improvement Project -
2016 Communications Overview”

9 November A3 Communications Approach - ‘Emergency Housing Improvement
2016 Project’

17 November | Strengthening Emergency Housing Special Needs Grant

2016 Communications Plan
Undated PPT slides for external stakeholders
18 November

2016 Message to Service Delivery from Associate DCE

18 November | Emergency Housing Special Needs Grant talking points — attachment
2016 to ADCE message

18 November | Email template for stakeholder engagement - attachment to ADCE
2016 message and Appendix 5 of communications plan

MSD - Social Housing: Strengthening rules for Emergency Housing
Undated . o g
assistance Facilitator Guide

Undated Strengthening rules for Emergency Housing assistance

The names of some individuals have been withheld under section 9{2)(a) of the Act
in order to protect the privacy of natural persons. The need to protect the privacy of
these individuals ocutweighs any public interest in this information,

Some information in the document ‘Strengthening the rules around Emergency
Housing Special Needs Grants’, dated 29 September 2016, is withheld under section
9(2)(f)(iv) of the Official Information Act as it is under active consideration. The
release of this information is likely to prejudice the ability of government to consider
advice and the wider public interest of effective government would not be served.

The principles and purposes of the Official Information Act 1982 under which you
made your request are:

« to create greater openness and transparency about the plans, work and
activities of the Government,

» to increase the ability of the public to participate in the making and
administration of our laws and policies and

s to lead to greater accountability in the conduct of public affairs.

This Ministry fully supports those principles and purposes. The Ministry therefore
intends to make the information contained in this letter and any attached documents
available to the wider public shortly. The Ministry will do this by publishing this letter
and attachments on the Ministry of Social Development’s website. Your personal
details will be deleted and the Ministry will not publish any information that would
identify you as the person who requested the information.
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If you wish to discuss this response regarding the strengthening of the
implementation of the Emergency Housing SNG with us, please feel free to contact
OIA Reguests@msd.govt.nz.

If you are not satisfied with this response, you have the right to seek an
investigation and review by the Ombudsman. Information about how to make a
complaint is available at www.ombudsman.parliament.nz or 0800 802 602.

Yours sincerely

N
ch

Scott Galla
Deputy Chief Executive, Housing
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MINISTRY OF SOCIAL
DEVELOPMENT

TE MANATU WHAIKAHIATO ORA

Date: 29 September 2016 Security Level: IN CONFID &

To: Hon Paula Bennett, Minister for Social Housing

Strengthening rules for the Emergency& ing S@
Needs Grant §§

Purpose of the report

1 This report highlights the initial learning from k
Emetrgency Housing Special Needs Grant and aco ndations for changes to

operational policy and practice.
Executive summary

2 As part of the Emergency Housing ding mod
2015, the Ministry of Social Devalop { ented an Emergency Housing
Spemal Need Grant (the SN ¥ & SNG ts iE d assistance to be used as a last
resort, when all other opij :

idlsing need. The SNG is intended to

housing for people with ; emer

be accessed for no day, deek period, but extensions or further

grants can be mad D cohs e client is in exceptional circumstances,
3 Usinga Iaunch app implementead this assistance in July.

Through a i ﬂrs @15 of payments and feedback from frontline

staff, MSD tried t concerning, number of clients who may not

have genui “oF 'ho are  taking steps to address their emergency housing

need ie I vmg t g

ant within a 52 week period, recoverable assistance wil] be
SD considers the applicant has unreasonably contributed to their
housing need and the rate of recovery will be set at 25% of the

Income.

a ciient with an initial recoverable grant requires a further grant, this grant can
& made non-recoverable If the client has made the reasonable steps outlined by

@ the case manager. This provides an incentive to comply with these steps and
recognises client’s attempts to rectify their situation. A. firmer approach would be

to maintain the grants as recoverable.

= For clients seeking a further grant who have not taken the reasonable steps
outiined by their case manager and/or have demonstrated antisocial behaviour,
MSD will dacline the further grant, if MSD considers there is no safety risk to the
client or dependents. If MSD considers there Is a safety risk, a récoverable grant
will be made.
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Recommended actions

It is recommended that you:

1

note the worlk currently underway to improve practice when granting access to the
Emergency Housing Speclal Needs Grarit

note that MSD has identified three areas within the existing legislative framework
where operational policy and practice can be strengthened to provide a firm but fair
approach to this assistance

agree that if MSD considers the client has unreasona
emergency housing need at the initial grant, and th
steps set by the case manager and MSD consider:
circumstances, for any subsequent grant MSD %

4,1 make the next grant non-recoverable, @kﬁn a %yvave taken ali
reasonable steps during the initial o to log afternative
accommodation (recommended §~§

Agree / Disagree

4.2 make the next grant@able, ’ @rh the initial grant (firmer approach)
% %% Agrea / Disagree
e

agree that f ie recelvi% rgency Housing Special Needs Grant that have
not taken r & steps and/ephave contributed to their emergency housing need:
5 fetnpigR to the applicant or their dependents, MSD will decline

quent i34

If @safety risk to the applicant or their dependents, MSD will make an
@ Ueht grant recoverable with a recovery rate of 25% of the applicant’s
bm

Agree / Disagree

5U

25

t following your agreement to the above recommendations MSD will update the

()
dperational policy and practice and begin to provide additional guidance to staff over
the next month

Strengthening Rules for the Emergency Housing Speciat Needs Grant 2




K

7 agree to forward a copy of this report to Minister Tolley

e wily

Agree / Disagree

~
Sandra Preston w @
General Manager

@@ @@

Hon Paulz Bennett Date
Minister for Social Housing

Strengthenling Rules for the Emergency Housing Special Needs Grant




Background

5

10

In November 2015 Cabinet agreed to a new model for emergency housing [Cab Min
(15) 02/16 refers] and the Ministry of Social Development (MSD) became the
ministry responsible for emergency housing. As part of the model, the Emergency
Housing Special Needs Grant (SNG) was created to complement work to contract
emergency housing places in areas of high demand, The SNG has provided an
opportunity to track and monltor demand for emergency housing assistance.

The SNG was implemented early to ensure assistance was available over winter, with
a launch and learn’ approach ahead of the full model. In part, an early
implementation contributed to a higher than anticipated uptake of this assistance.

The intent of the SNG is to provide “last resort” assistance to people with a genuine
immediate emergency housing need, who cannot find adequate alternative
accommodation and where there are no contracted emergency housing places or
other emergency housing providers available.

The SNG covers the actual and reasonable costs of emergency housing
accommodation for the client and his or her immediate family for up to seven days.
During this time the client is expected to make a reasonable effort to access other
sources of assistance, inciuding other housing. Grants may be extended for periods of
up to a further 7 days If the client is In exceptional circumstances.

While the majority of applicants for the SNG have a genulne and immediate
emergency housing need, some have contributed to thelr situation by not taking
reasonable steps to address their emergency housing need or contributed to their
emergericy housing need both before applying for the initial grant and while they are
receiving the Emergency Housing SNG.

This paper provides options on steps that MSD can take to provide a firm but fair
approach for those accessing the SNG so that the grant continues to serve its
intended purpose.

Problem definition

11

12

13

In some regions frontline staff are working with repeat cllents who are accessing the
SNG without taking reasonable steps to address their emergency housing need, or
who are further contributing to their emergency housing need while they receive the
SN,

Combined with anecdotal evidence from frontline staff, this Indicates that there are a
small but concerning number of cllents who may not have genuine need or who are
not taking steps to address their emergency housing need while receiving the SNG.

MSD is taking steps to strengthen guidance to case managers and has developed a
proposed method of delivering this assistance that is flrm but fair within the current
legislative framework.

Service Delivery will improve practice at the frontline immediately

14

Service Delivery has a plan to improve practice at the frontline straight away. This
includes providing key massages to frontline staff, including:

e additional guidance on how to determine that the client has an immediate
emergency housing need and what adequate accommodation means

o setting client expectations from the first discusslon about when they can get the
grant, what the grant is for and what they will be expected to do if they receive
the grant.

® setting reasonable steps with the client to help them find alternative
accommoadation

° advising the client of consequences of not following reasonable steps

° ensuring subsequent grants are made recoverable where clients have not taken
reasonable steps without a good and sufficient reason.

Strengthening Rules for the Emergency Housing Special Neads Grant 4




15 Service Delivery will implement practice that Incorporates these key messages and
will clarify the following terms:

® Adequate accommodation: The SNG is avallable If people do not have access
to adequate accommodation. For short periods, staying with family or friends,
in a hostel or In a camping ground will be temporally adequate while they look
for more permanent accommodation. When deciding If a client does not have
an adequate place to stay consideration will be given to whether there would
be an adverse effect on the well-being or safety of the client

° Reasonable steps: MSD requires clients to take reasonablg steps towardls
finding accommodation. These include: \w\ QM&}.\% .
- Applying for social housing within a reasonablg timeframg days)

and providing all documents required to verify the ap
discretion to not take this step if there is a good re
have a new place lined up).

~  Asking friends and family if they can stay with the the rt te

- Attending appointments at Work and ] hés

—  Attending courses/seminars e.¢. rses.

- Working with a soclal agency 0

o Anti-social behaviour; Behavio age or loss to the
emergency housing place provi tHe clieph. ahd ificludes violence exhibited
at the emergency housing pi exakells Where this has occurred,

MSD wili take this into accoun
will ‘also continue to offgr racoverable s daposits to emergency housing
providers. to safe gualt '@ In the ave fantl-social behaviour ag loses or
damage caused b o .
e
Ve

a Increasing c m : sasonable steps: For clients that have
repeated gra ed reasonable steps agreed to, MSD will
make surg-tha pplican jves intensive assistance to find alternative
accomodationiz This clude ensuring the reasonable steps they have

tota dition rant reflect the seriousness of their situation,
Options {o be figrm but fair Within the current legislative settings
16 Th ity of S ay ng. paid as non-recoverable. However, MSD has
i 8 ree ae Ehe SNG process where operational policy and practice can
r st a8d within the existing legislative framework to provide a firm
irap Is assistance,

17 e ap t out in a diagram in the appendIx. With this proposed approach
thergar ns for MSD to address the particular behaviours of applicants by
ei
¢ making the assistance recoverable, with a rate of recovery of 25% of the

ppllcant’s income, or

in certaln situations declining the Emergency Housing SNG, but providing other
support as required.

Area 1: Applicants contributing to their emergency housing need

18 For applicants who have unreasonably contributed to their situation when they need
emergency housing, at the initial grant:

Strengthening Rules for the Emergancy Housing Special Needs Grant 5




® a) MSD can make grants recoverahle and recover this at a rate where the client
will repay the assistance weekly set at 25% of the cllent’s weekly income’

OR
° b) MSD can keep the status quoe and provide non-recoverable SNG grants.

19 MSD recommends that for applicants who have unreasonably contributed to their
situation where they need emergency housing; Initial grants are recoverable and that
the rate of recovery is set at 25% of their income (option a in paragraph 18). This
sets a clear message that applicants need to take responsibllity for their
circumstances and to explore all avenues of houslng assistance before they apply for
emergency housing. &

20 The recovery rate of 25% aligns with the contribution clients woul
make if placed with an emergency housing contracted place, Thj
incentive for them to find alternative accommodation if availa :;

of recovery defaults to repaying the amount over 24 mont

Scenario

John and Mary are both Jobseeker Suppott recipients whg @.- thel
terminated due to rent arrears and were-issued a notice icgte. T achan
appeintment with their Work Focused Case Manager t seeh ot mention
the notice to vacate. Mary and John turn up to Wof ome eir tenancy
ended seeking emergency housing assistance. Aft p ereXplores all other
options and determines they can't stay with fri here are no
contracted places available,; the case man

emergency housing SNG, However, as the '.u their situationin a
timely manner, of make an effort to accegs.ofhjer for istance, the SNG will be

recoverable and the recovery rate set.at 2 of & . The case manager and the
clients agree to 'reasonable ste Ing lool de Me for alternative housing,
talking to John's moether to se 3 tay there temporarlly and applying
for social housing.

Area 2: Providing a furth ft frant was made recoverable

ecoverable assistance and have undertaken
Peir case manager, MSD can provide a new

5 JF they still have an emergency housing need and
sw grants can elther be made:

21 For applicants-
the reasonable s reed
grant fory thar seve
are in exce cireumstance

. 0 coviraw
O@ icover this at a rate where the client will repay the assistance

making further grants non-recoverable, If the client still requires
iias taken the reasonable steps set out by the case manager {option a

-

1

erfative accommodation and recognises that while they have may have
onably contributed to their initial need, they are now doing everything they
@n to look for something else. Option b 1s g firmer approach that holds people

ountable for inittally contributing to their emergency housing need.

' MSD has discretion to set the rate of recovery for recoverabie asslstance but must consider the
factors set out in Clause 4 of the Minlsterial Direction on Debt Recovery., Once the applicant has
found more permanent housing, MSD can decrease the rate of recovery to take into account their
new -accommodation costs.
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Scenario

Mary and John undertook all the steps they agreed to with their case manager but still
require emergency housing assistance after a week. The case manager confirms they have
taken their reasonable steps and that there are no other optlons to meet their emergency
housing need such as a contracted place, There are no other options, so the case manager
recognises that they've done all they can, and make a new grant non-recoverable grant
for a further seven days. The case manager and clients agree to further reasonable steps
that the clients need to take, which include looking at job opportunitles in other areas and
applying for five private rentals

Area 3: New grants where the client has not taken reasonable steps or has exhibited
antisocial behaviour %
&)

23 If the client has not taken the agreed reasonable steps to look forale 3
accommodation, without a good and sufficlent reason, and/or ed a
behaviour including intentionally damaging the motel* MSD :

¢ a) decline a new grant

OR @ §
o b) grant a new grant but make it recoverabl er it a a rate of
25% of the client's weekly income %
ox 2N

« ) if there is no safety risk to the gli eir dep , decline the new
grant and if there is a safety conge thems thelr dependents make
the new grant recoverable and it at 5% of the client's income.

ws a firm but fair
] ssistance to people who are not
dation and/or who are wilfully

24 MSD recommends option ¢ i
administration of the pro
willing to waork with MS

damaging emergency-# dati D) #tlows MSD to continue paying
assistance where 'th rious rAs for the applicant or thelr dependents.
Scenario
Peter and his t jldvén (8 an e been granted a hon-recoverable SNG. After

meQuires emerggncy housing. Peter hasn't applied for any private
Aot hawe & good and sufficient reason for not attending his
sing -previousiy they were living in their car, if they were not
)

seven days Pets
rental properties aggldoes

e return to living in their car. The case manager provides a
there are no other emergency housing options available, but
srable on the basis that MSD considers Peter is in exceptional

{@e manager recovers the payment weekly at 25% of his Sole Parent

YT we & and Peter agrees to clear steps they can take while they next
receive%

9(2)(f)(i¥)> Active Consideration|

@\%

2 Where the client has damaged the motel or displayed antisocial behaviour, and there are children
present, MSD will make a notification to CYF.

Strengthening Rules for the Emergency Housing Special Needs Grant 7




26

9(2)(f)(iv) - Active Consideration

Next steps

27

Appendix

28

MSD has started clarifying practice for staff and following your agreement to the
proposed approach will begin to update business processes for staff over the coming
month. '

Process for administering the Emergency Housing Special Needs §@

Strengthening Rules for the Emergency Houslng Special Needs Grant 8
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= 2~ MINISTRY OF SOCIAL
Wi DEVELOPMENT

TE MANATU WHAKAHIATO ORA

Memo

To: _ Housing Steering Group
9(2)(a) - Privacy of another
From: ‘ Manager- Corporate Affairs

Date: 9 November 2016 @@

Security level; IN CONFIDENCE /2

Emergency Housing Improve t wI‘-’r t \

project. HSG asked National Communica
messages and put more detail around

would be disseminated to internal a

This document gives an overview of th
activity planned to support the jes 1o the

which will take effect from 2 per 2016.
Recommendations @

It is recommend at :

Apprave th vi v mes%D nd the proposed engagement plan

Note a full ications plan eing prepared and will be circulated for sign off
within @ aek. V

%
WGE}“ c@ Date
%(ecutive

Deput

Communications Overview <

At the last Housing Steering Group (HSG)} m @ona ications

tabled the communications approach for t @ rgéncy Hdu Improvement
Oon.a

) i sing

ifter a review of the implementation of the Emergency Housing Special Needs Grant
(SNG) from 1 July 2016, the Minister for Social Housing, Paula Bennett, has recently
agreed to a number of recommendations to strengthen the implementation of the SNG.

We help New Zealanders to help themnselves te be safe, strong and independent
Ko ta matou he whakamana tangata kia tii haumary, kia td kaha, kia tG meotuhake




The changes include:
s Improving emergency housing practice at the frontline.
« Strengthening operational policy so that the SNG can be made recoverable at the rate

of 25% of a client’s income or, in certain circumstances, declined if the client does not
comply with the SNG requirements.

¢ Continuing dialogue with emergency hausing providers. (This includes warking with
other agencles and providers to find solutions to support vulnerable individuals and
families in short-term emergency or longer term social housing and other support
services, if needed.)

The review also identified that we needed to further clarify the emerge housing
. 2o

process due to the time pressures of the 1 July implementation. Fro ing &

support practice and the operational policy changes is being rolled oytN allel to

communications, for a go-live of 21 November 2016. 3@

Objectives:

« For the provider and stakeholder engagement jonally ported by
national communications and training

s Staff understand MSD’s housing role and ent d ergency housing
services to clients, after training. %

o Staff know what the policy change | idnale apnd w expected of them and
how to respond in conflict situati

s Key stakehaolders understand t i N de, and why, and if they
have a role In providing accomm on or ) br a client.

ey me
are tallored to udien e can be used consistently through training, staff

How will we achievelthese, O jeCtiV
s Develop plain% 2 % aad-information that explain the changes and

and client, r/staki versations, meetings, emails, websites,

MSD/dther sletters%
. i #frontline staff s they understand and are confident in explaining and
ing’the pew es to clients and the providers they work with. Use
ning to inform and further improve the implementation.

@rera % r regional and national MSD provider/stakeholder networks to raise
awar@ e changes in the SNG, actively engage and involve them in reaching

as part of their Business as Usual work, eg

Each region has a communications plan for contacting providers and
stakeholders that need to know before 21 Nov.

@% o National and Regional staff communicate information using existing

provider and stakeholder networks, eg conversations, emall, meetings and
face to face opportunities with current and new providers and
stakeholders.




Engagement Plan Overview:

(3 phases)

3 f know what the
olicy change is, the
rationale and what is
expected of them

Activity Audience Purpose Timeframe | Lead
Comms plan and | All Audiences To develop comms to | 11 Nov
supporting support staff and
material, eg key stakeholders with Nat Comms
messages, web what they need to
content, email, know about the SNG
notices, changes
stakeholder
template
Regional plan to RCs To develop a plan of | 11 Nov > 4
communicate direct contact with distribu
SNG changes key local y
stakeholders they
need to know about
the SNG changes
To Ildentify wha b
meetings are
on they th
convey @ &
~
Staff Training Training for ?‘%@é E\JWV Auck
Trainers M 0 Nov Wgtn

and Housing

and how to respond 14-18 Nov
v in conflict situations,
according to MSD
= Q @g%ent and lici
s b policies.
0& champlons)
% s Secondary
g? audience {all 51 Nov -23
remaining Dec 2016
case
D managers,
SST and RCU)
External * Externgl Heads up in advance | Around 20 National
Communications OCUS rOUPR | e ther external November Office




+ Leaders

Activity Audience Purpose Timeframe | Lead
Assistance communication to Housing
Reform ensure awareness of team and
Focus Group | the SNG grants National
+ Client changes and what it Comms
advocates means for clients and
NBACG for providers etc,
Discussion at next
NBACG and EFG
meetings @
Communications MSD Staff To reinforce info Befor
via internal received at training Nog
channels: for frontline and
¢« Training contact centre staff
¢ Service
. Create awareness é
\?vﬂévk?;y Brief the SNG grants < Q
(Doogle) changes with @
. MSD staff
¢ Manager's
weekly note Q %
s CI weekly
update

Engine Rocom
+ Contact
Centre scripts

V&
S

e Public / Media

Communications C >é>ness of | Before 21 MNat Comms
via external NG grants Nov with the
channels: ges and what it project
+ Frontline staf ns for clients and team and
client contacti‘ iﬁgr providers etc. partners
s Regional f
neiwor
¢ (I stakeh
c Is
. 1 sing
* ient
O rtne:m dvocates
+ Community
Agencies




Communications approach - Emergency Housing Improvement Project Final Version
(Strengthening SNG implementation and related operational policy changes for November 2016) 9 Nov 2016
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Emergency Housing Special Needs Grant implementation

Communications plan

Purpose

This communications plan supports the implementation of operational policy changes to
the Emergency Housing Special Needs Grant, which will be introduced on 21 November <§

2016, @@ @

Background
On 13 October 2016 the Minister for Social Housing, Paula Bennetk agree a nymber
of recommendations to strengthen implementation of tife(P eygency Special
Needs Grant (EHSNG). @ @
The changes include: @ &%

e Improving emergency housing pract@

+ Strengthening operational polic@z Q

circumstances made recoverable 4

Training to support practic

paraliel to communicati
a staged roll out with

remaining staff by 2

A commu tions.approa as~agreed by the Housing Steering Group on 10 November

2016‘@

provide

= her detailed key messaging and collateral for sign off for
distriButio audiences.

Com@ic tion and engagement approach:

@i try of Social Development (MSD) is working with other agencies to explore
op unities for emergency and social housing and to provide support services for
homeless people.

Regionally led engagement, supported by National Office, will be key to building
stakeholders’ confidence in MSD's approach.

FINAL VERSION -17 November 2016 4




The roll-out of operational policy changes and practice improvements involve a strong
focus on training which will be supported by internal communications to managers and
their frontline staff to assist staff to both navigate the process and fo articuiate the

correct messages with clients and stakeholders (such as ciient advocates or agents).

Communications will be clear about the context for the changes and what is meant by a

‘firm but fair” approach with clients. 3
Clients will know that they have certain responsibilities they n @eet '
receiving an Emergency Housing Special Needs Grant and any hg Soldtion &

or a provider offers. &
Objectives ;!% i% : §§
Y o r

» Staff understand MSD’s housing role and feel gency housing

services to clients.

o Staff know what the policy change is an dnale atis expected of them
+ Key stakeholders understand what ¢ha e bein and why, and what their
role is in supporting clients.

How will we achieve t

+ Develop simple plaj 3
through trainin ta

that can be used consistently, e.g.

—and gli ider, stakeholder conversations/meetings,
emails, websi sﬁ@othe rs etc.
¢ Training fo 0 they u&and and are confident in explaining and following
the u s peratio cy and processes to clients and providers.
+ Le other MSD and provider networks to raise awareness of the changes in

G, j engage and involve them in reaching stakeholders as part of

eir'busi asusual work e.g.:
o % emall local stakeholders with an interest in emergency housing with
agreed EHSNG message

phone calls with current stakeholders, which are occurring as business as

i@Mentioning the changes at existing meetings, face to face opportunities and

usual.
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Project timings

Date

Activity

13 October 2016

Minister agreed to operational policy changes

10 Nov 2016

Housing Steering Group signed off Communications
Approach

8 and 10 Nov 2016

Training for Trainers (T4T)

14 - 18 Nov 2016

@%

Training of priority staff (staff administeg n/
Emergency Housing payment, Manage <

champions)

16-21 Nov 2016

21 Nov 2016

Communication to staff and stawers A \{\/
Operational policy changi_<® @

21 Nov — 23 Dec 2016

{the end date may change
due to current
environmental factors)

Il I | g case

Audiences

Audiences

Reglonal Commissioners {p)
Community Liaison Ad’wsgr

Regional Directors, MRSy

Frontline staff

% Manager-led comms

> Fraining
e gular Meetings
ke >Key messages/Talking points
»
.

emergency ho (S /site Weekly brief/HIYA

champions) N Docgle and MAP

SST and-RElN /> v Conference calis

CUH afid/mﬁtact/centreﬁ o Quick reference guides {training pack)

YSSUNY NN\ Contact Centre info for scripting
LN

Audiences”> N\ Channels
Clients, L /7 « Through case managers or external provider
Exteprizl Focls Group (clients)

Hou\<ssé§s ment Reform Focus v

Through staff regional/national networks, meetings
& engagement {advocates and providers)

(ﬁlteﬁt ‘advocates

Stakeholder emails

“ouih/service providers

Stakeholder PPT slides

Corrections and Health

Websites

Emergency Housing providers

MAP

Public

Memorandum of Understanding {Corrections and

Media

Health)

« Reactive statement and Q&As (media)
+ Media release (Minister}
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Key messages — Emergency Housing Special Needs Grant (Note these
were sighed off with HSG on 10 November)

1. MSD is the Government's lead agency for assisting clients with housing needs. This
includes working with providers to find solutions to the current housing need and to
placing vulnerable individuals and families in short or long-term housing.

2. On 1 luly 2016, the Government introduced an Emergency Housing Special Needs
Grant which did not need to be paid back. &

while receiving the SNG.

5. To address this, some changes are kel duc tay we administer the
SNG and these come into effect 1 mb

6. For clients who have unreasprahly contribu 0 it emergency housing need, or

who have not taken the reé ps @ ith the case manager, and/or
who have demonstrat tourNepacting their available housing
options, MSD will d Housing SNG assistance.

7. There may be som A is a health and safety risk to the client if an
SNG is declineq xd g e Eimergency Housing SNG is recoverable with a
recovery 2 ’5 income.

8. We expec ost.glients will continue to comply with their responsibilities under

i@@@ and therefore payments will continue to be non-
A2

Emergency Housing

g addresses a client’s immediate emergency housing need until a

tion is available. Emergency housing can include community-based

] housing providers or temporary accommeodation like a hostel or motel.
% gency housing provides somewhere stable for the client and their family to live

« This isn't just about providing accommodation - it's about supporting people who find
themselves in unexpected, difficult circumstances and giving them time to recover
and assistance to move on.

+ Soclal Housing addresses a longer-term need (Emergency housing clients may end
up in social housing.)

FINAL VERSION —-17 November 2016 7




«  MSD’s emergency housing model first considers other adequate accommodation
where the client and their family can stay using their own resources. This can
include staying with family or friends in the short term, retaining current
accommodation or other emergency housing options provided by the community.

e Where MSD finds that the client and their family have nowhere to stay (or are unable
to stay in their usual place of residence), they will look for vacancies with MSD
contracted emergency housing providers. If nothing is available as a last resort,

MSD will then consider an emergency housing Special Needs Grant to gkgy in
temporary accommodation like a hostel or motel.

Risks and Mitigations

A

o~

Risks

&8

o\

Staff fall to implement the changes, follow
process and apply best practice, This wouid
result in the operational policy being applied
inconsistentiy across the country, meaning
some clients may receive assistance where
others may not.

N

e new
icas,
até best

Client not being confident or needing help to
apply for and comply with EHSNG Q

7

ricies can support vulnerable
do currently to access MSD help

Key stakeholders are concer
operational policy changes
for clients they consideryu

i

$

U lear communication,

* Regional engagement activity supported
with clear messages online.

e Staff convey clear expectations for clients
eligible for a EHSNG.

€ managers

Increased § urity\r'{aﬁ/ﬁhen
have to Wts, espac
potenti i ce orv

MSD has existing security processes to follow
which front line staff are trained in. Thase will
be reinforced through the EHSNG training.

o
Mi @e Lguttin

N

e The project team and MSD staff need to
work hard to ensure the key information is
available on the website

» Regional engagement with key stakeholders

Adv nolknowing they could have a role
5| . clients with EHSNG

Ensure regionail staff inform their national
advocate/support agencies are contacted with
this information

MSD-fot clear of Corrections / Health role in
refation to Emergency Housing (ie around
integration on release from prison and Mental
Health support).

Certain clients slip through the gaps between
agencies and have relapse in criminal
behaviour or mental health breakdowns

Identify and agree to the roles each agency
has, regarding these vuinerable clients who
have difficulty finding accommodation.

Formalise the arrangement through a
Memorandum of Understanding so each party
knows what they are responsible for

FINAL VERSICN -17 Novemnber 2016
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Communications Collateral attached for sign-off

Appendix 1: Message in ART to Youth Service Providers
Appendix 2: Website content

Appendix 3: Email to EFG/HARFG/CHPs
Appendix 4: Email to regional stakeholders

o p Wb

Appendix 5: PPT slides for external engagement

APPENDIX 11 @ Q%
Message in ART to Youth Service Providers @ @

Subject: RE: ‘Emergency Housing’ @

Supporting youth with emergency @g - Strefigth¢ning the rules around
emergency housing assistan

Hi all, @

we'd like to share wj ouple %i{ es to the emergency housing service that you'll

need to know whgan le with an emergency housing need.

There have be

housing need or
For th M

ing y
situation% @ clients may not have had a genuine emergency
ctively trying to help improve their situation themselves.

to rules emergency housing assistance.

0 Q chi refexbected to be affected, as the greater majority of clients, including
young’peop genuine emergency housing need and are meeting what's expected of
them wh i aid the SNG.

Infor out the changes are included in the attached slides. Further information is

avaltableNn MAP (on the Work and Income website).
@ also be invited to a training session about these changes by your local MSD Regional
Traiming Coordinator. Because training will be staggered over November and December, we

need to let you know about this information now in case you need to use it before you get
your training.

We appreclate the support you continue to give to these young people with nowhere to live.
Thank you.

FINAL VERSION -17 November 2016 13




If you have any questions, please contact YSSU: YouthService@msd.govt.nz. Please use the
email subject: Emergency housing message

Regards,
Waork and Income Youth Service team

{Message end]

Strengthening rules around
Emergency Housing assistance

What
Wa're strengthening our rutes arcund Emergency Housing g %

assistance.

Why )

A special needs grant (SNG) for emergency housingis 2 last
rasort and we are strengthening the rules.

This will make sure thase who really need the SNG, getit, and
will help you make these decisions,

When

we'll start doing this from 21 November

FINAL VERSICN -17 November 2016 14




Want to learn more?

* For more information about these policy changes please refer
to the MAP links on the Work and Income website
htkps:/fwww. workandincome.govt.rizfiapfincome-
supportfextra-help/special-needs-grant/emergency -
hiousing.html

* For mora information to provide to young people refer to
http:/iwww.housino.msd.govt.nzfhousing-optionsfemergency-
housing.html

FINAL VERSION -17 November 2016 15




APPENDIX 2:

Housing Assessment website content

Current text:

htkp: //www.housing.msd.qovt.nz/housing-options/emergency-

housing.html#HelpwithemergencyhousingcostsEmergencyHousingSpecialNeedsGra
nt3 ’

Help with emergency housing costs (Emergency Housing Speciai@&rant) &

If there aren’t any places available with emergency housing providers, be alle t

stay in other temporary accommodation such as a hostel or a mo w day
longer-term option is available. ?

If you've tried everything you can to find somewhere else Ay, yol won! d tg pay for
this accommodation. We'll pay it direct to where you areg §ding-{o,stay. Yo P need to
pay this money back. In most cases, we'll cover the f sEOf your to seven

days, or longer in some circumstances {for up to sev

tat
The amount paid will depend on your househo} -g@in and@f accommeodation

you go into.

Draft new text for use on this websit

Help with emergency housj @ (Em hdy Housing Special Needs Grant)
If there aren’t any place @Nith @/ housing providers, you may be able to
stay in other temporary datio as a hostel or a motel, for a few days until a
longer-term option ig~ava .

If you've tried tRiRg you ca d somewhere else to stay, you won't need to pay for
this accommo e’ll pay it dirggt to where you are going to stay. In most cases, we'll

cover the full co our gtay for up to seven days, or longer in some circumstances (for up
to seve W time).wi mergency Housing Special Needs Grant.

aid w d’on your household situation and the type of accommodation

b
%

NSINE)

Maost el ed to pay this grant back. However clients who unreasonably contribute
to their housing need, demonstrate anti-social behaviour that impacts on their
availa ing options or who do not fulfil their responsibilities as discussed and agreed
with it case manager, may have their initial application declined, or may have to pay back
t t 25% of their income.

FINAL VERSION —-17 November 2016 i6




APPENDIX 3:

Email to EFG/HARFG/contracted housing providers

Emergency Housing Special Needs Grant changes from 21 November 2016

Hi everyone

I want to let you know of some changes that come into effect for the Emergency Housing
Special Needs Grant was introduced on 1 July this year. &
ce

After reviewing the implementation of this grant, MSD needs to be cle

we offer and this Involves explaining to clients their responsibilities

Emergency Housing SNG. We want to ensure that our most vulngfable €lients ar
and that the small group of clients who aren‘t taking responsib e

what they should be doing.
o~are grantedthe ergency
Housing SNG but are required to contribute 25% of t } e as d i g cost, and some
clients may be declined an SNG if they have unrga 3 ontrj o-their situation or
not taken reasonable steps to find other acco % . MS of sgurse consider any
- @
We expect only a small group of client b ecte@ Emergency Housing SNG

This means that there may be a small group of clients

health or safety issues in their decision makj
clients are compliant with their SNG resp ilitie good tenants, so do not need to

me.

King regards @
Karla Fisher, EFG %
Sandra Presto %

Kelvin Moff/\e?tt, C cted sing providers

pay this grant back. @
If you have any questions o (S abo please don’t hesitate to get in touch with
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APPENDIX 4:

Email to Regional Stakeholders

Subject: Emergency Housing Special Needs Grant changes from 21 November 2016

Hello

I want to let you know of some changes that came into effect on 21 November 2016,
regarding the Emergency Mousing Special Needs Grant we introduced on ly this year&

ent figedsto
fHeir
ehnsure
who aremf ing

After reviewing the implementation of this grant, the Ministry of Socia
be clearer about the service we offer and this involves explaining toll
responsibilities when receiving the Emergency Housing SNG. We #wan
most vulnerable cllents are supported and that the small group ien
responsiblility are helped to fully grasp what they should be deing.

, ed, ergency Housing SNG
clients are compliant with their Emerg ing sibilities, and are good
tenants, so do not need to pay this grant .

continlort people with nowhere to live.

nts @s please don't hesitate to get in touch with
myself or your local ser a

m
For further informat ab our housing services, please visit the following
websites: %

« Work an e Q

We look forward to working wi

If you have any questions
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APPENDIX 5:

PPT slides for external engagement

135583 woasTRY OF sDCIAL HOUSING ASSESSMENT
k‘% EEVELOPMINT ARTAAY AR wn:ﬁr? !:c[\({.a

Help with emergency housing

+ MSD has worked with NGOs far many years to help people
who need emergency housing. ' o

» . We've alsg been ableto help peaple access other options like %@;

~ *hostels and motels when no other option is available to them.
« . We're now offering a service which will make it easier for

- " “to measure demand, formalise the arrangemerts we already %

HOUSING ASSESSMENT

ARCAATAMAL S HART WDl

e&ency housing
Newgmpports . S

|| :our providers we'll look at othar
_ options like a hostel or motel.
upto 12 weeks | We'll pay for dlients to stay .
they find somewhere there for up to sevan days, ar
1ore long-term lenger in exceptional -
e ' T circumstances (but for no more

Q gents will pay no more than | ~than sevendaysata time). : _
g iri A . : :
25% of their income towards If they've tried all they canto. .

rent. find somewhere to stay they "
: oo won't have to pay this back. -

FINAL VERSION ~17 November 2016
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't&i A HOUSING ASSESSMENT
B, 4 3" Eatde vl b

ARGHAFAWAL WINRT Wb

Help with emergency housing

+  There are many ways we can help peop]e whu need
somewhereto stay straight away.

+ We will work with them to understand their situation and
consider and look at their options. This could include:

~ finding somewhere elseforthem to stay perhaps wuth
- friends or family

.— .help to stay in their current piace ia he[p w:th werdue re_nt @ @
-~ understanding any health & safety concernsthey have. -

- - help to move somewhere new e.g. reat bond mowng
_costs, . _

- 'emergencv hausmg

« .If on a benefit set up a redirection to prevent thecl
falling beh:nd in rer1t payments

45T RIMISTIY OF SDCEAL
SNy SEvRwaRan

AGSESSMENT

UATAWAT WWHART Tobi=]

Emergencyl-lo Spe¢ eds Grant

+ . This grantig.as

. ay for teMporary accommodahon :
%&sonablv contributed to their
iggAgéd, or who have not taken the

asgistagsedymay ask the chentl:c- !ﬁavthe grant back, EREEE
1ts are good tenants and comply with the Emergency

iNg’SNG requirements so do not need to pay this grant
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Message to Service Delivery from Associate DCE
[9(2)(a) - Privacy of anocther]
From:i On Behalf Of Kay Read
Sent: Friday, 18 November 2016 1:44 p.m.
To: Regional _Commissioners {M5D); Regional Directors (MSD); George Van Ooyen;
Lindsay Meehan; [9(2)(a)] ' Louise Beaumont
Cc: Karla Fisher;!

Subject: Changes to Emergency Housing Special Needs Grant &
Hi everyone @ @
I hope this email finds you all safe and weli. & @

I appreciate that this has been an extremely busy week fg y of you ings are
put in place to support both staff and clients affected by quakes

fiooding. %

On Monday we will start to implement the operafi ch A Emergency
Housing Special Needs Grant (SNG) recently a Mini pett. These

ot

changes include declining the SNG or increg te of veryto 25% in certain

cases.

For reglons where staff are affected by@ek’s e have deferred
implementation for the time bein

Please find attached a set of talkj nts that Iphwite you to share with your managers
for go live in your region. THese age ’s st'them to field guestions from staff
Engagement with adtocat d othe sted stakeholders will be a key part of the
roll-out of these a isi at they understand the Government’s position
and rationale f hening % implement the Emergency Housing SNG.

and from interested sta iders
That's wh we d you Ip please. Attached is an email to send to your emergency
housin %5 advota &holders to let them know what operational policy

&>

dit

S

chang een ma Ihere we have agreed to defer implementation of these

ch {inders qis will be dealt with at an appropriate time.
Wewil] send ed gmergency housing slides to Community Liaison Advisors to use in
i

stakehold ons.

Than stay safe.
@ S
d

K
Associate DCE Social Housing
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Emergency Housing Special Needs Grant

Changes from 21 November 2016

1. Since introducing the Emergency Housing Special Needs Grant on 1 July 2016 we have

helped over 3,000 clients and their families with emergency housing assjstance. ig

2, A review of implementation of the Emergency Housing SNG to dat %{Q ther e
small number of clients who may not have genuine need or dig e ngce
steps to address their emergency housing need while receividg the SNG,

3.  To address this, some changes are being introduced to thg\way We a
Emergency Housing SNG and these come into effec ,O Nivembe

4. For clients who have unreasonably contributed
have not taken the reasonable steps agreed
demonstrated anti-social behaviour impac
decline further Emergency Housing S

ging need, or who
and/or who have
w0ysing options, MSD will

5. There may be some cases where th
is declined; in these cases the ergency H
rate of 25% of the client’s j @

6. We expect these cha £ cta @ortion of clients seeking emergency
housing assistance. %
the Emergency i

ety risk to the client if an SNG
is recoverable with a recovery

i fnue to comply with their responsibilities under

rents
Hot “HENG fore payments will continue to be non-
recoverable. g v

7. Emergency g ad ress&lient’s immediate emergency housing need until a
long m jonjsa . Emergency housing provides somewhere stable for the
cli eir fa e while their issues are identified and more fong-term housing

5 N

8. D's e housing model first considers other adequate accommodation where
the clj eir family can stay using their own resources. This can include staying
wi y or friends in the short term, retaining current accommodation or other

eney housing options provided by the community.

9.re MSD finds that the client and their family have nowhere to stay (or are unable to
skdy in their usual place of residence), they will look for vacancies with MSD contracted
emergency housing providers. If nothing is available as a last resort, MSD will then

consider an Emergency Housing Special Needs Grant to stay in temporary
accommodation like a hostel or motel.

10. Emergency housing isn‘t just about providing accommodation - it’s about supporting
people who find themselves in unexpected, difficult circumstances and giving them time
to recover and assistance to move on.

As at 18 November 2016 Pagelof 1




Email template for stakeholder engagement

Subject: Emergency Housing Special Needs Grant changes from 21 November
2016

Hello ié
I want to et you know of some changes effective from 21 November t rgen
Housing Special Needs Grant introduced on 1 July this year.

After reviewing the implementation of this grant, the Ministry o cia velopme

{MSD) needs to be clearer about the service we offer and this irfivo explaining ty

clients their responsibilities when receiving the Emergency sing SNG. ) ant to

ensure that our most vulnerable clients are supported a
who aren’t taking responsibility are helped to fully gr

This means that there may be a small group of clf are Emergency
Housing SNG but are required to contribute 25

some cllients may be declined an SNG if the as0 copfributed to their
situation or not taken reasonable steps tof] acc & n. MSD will of course
consider any health or safety issues in @ ion m

We expect only a small group of clieats to affeeted ost Emergency Housing SNG
clients are compliant with their ponsibilit re good tenants, so do not

need to pay this grant back. /
We look forward to worlj U to support people with nowhere to live.
g -%mr@ t this please don't hesitate to get in touch
e ma

AN

For further inf igr about ou rgency housing services, please visit the following
websites:

If you have any gue
with myself or yoyur
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Appendix one — Clent SCENArio COPAS o s s s 41
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Using this Guide

This guide gives you the information you need to deliver the three hour training session on
‘Strengthening rules for the Emergency Housing assistance’.

Audience &
This programme is for staff who engage with clients about emerge ing inc i@

e (Case Mahagers.

« Service Centre Managers.

s Assistant Service Centre Managers. %@ @é% ;

e Service Support Team staff.

e Remote Client Unit staff. @
Depending on the delegated respongihili eac %‘oiiowing key staff may be
helpful to support and contribute to the‘\rb\t\:@;nop: <I§}§>

e Practice Leader. @

o Housing Portfolio Man @ |

e Community Liaiso @ @

s« Case Manager/ 4—?% §§Q

Delivery

ons as nominated by SCM in ‘hot spot' regions, and nominated SST and RCU
t be trained between 14 ~ 18 November 2016.

ice Centre Managers and Assistant Service Centre Managers involved in the sign-off
mergency Housing SNG payments.

Secondary audience

e All remaining Case Managers {o be trained by 23 December 2016

MS3D Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 4 of 47




Resources

@05 MINISTRY OF SOCIAL
Wi DEVELOPMENT

w;, W TE MARATE WHARAHIATG GRA

You will require the following resources:

« ‘Strengthening rules for Emergency Housing assistance’ PowerPoint presentation.

e Laptop/PC and data projector.

« Parking space poster.

e Post-it note pads and pens. @
¢ Pre-prepared activities (specific resources are noted in eac i

Session outline §§

10 minutes:

e Poster or flipchart paper and pens / whiteboard and whiteboard marker?:

O

Welcome, introductions-an _. g

The 4 step Emerg@}sm%@%\agpmach

45 mmutes

| Step one — ishing a y housing need.

30 minutes.

- Step t %Morm \Qtve options to meet an emergency

housi

15 min'tlyt'é:slﬂ <S(ep ~ma eferral to a ‘Contracted Place’

s é@éa\;our - \I%ing other emergency accommodation options.

Idgntifying local providers.
of grant, ‘reasonable steps’ and expectations.

/éooking the emergency housing follow-up appointment

Wrap-up

e Training evaluation.

MSD Soctal Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |

Page 5 of 47
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Welcome, introductions and programme
overview .5 mins@

Learning objectives |« Become comfortable and engaged in the learni;g environment./{

Key Messages ¢ We have new ‘strengthened’ rules, and <<Q§e§»7irm ir
approach to the Emergency Housing SN&( t and apply,

¢« We need to strengthen our practice rekqtin how wister

Emergency Housing assistance, and spegificall :the ergency

Housing SNG.

. Z =
e Parking space for questions flipchart.
¢ ‘Strengthening rules for Emergency Ho@ gfanc bw int — slide 2
P Q@
\{5 ) %
Icome@ %
IR N\
® ¢ lear, rming session and work through timing, breaks, toilets, smoking,
tion v ones and if any queries to see a member of the facilitation team.
g e

We

nfroduy

rking Space poster to any questions throughout the session. Any

que an't be answered in this session will be forwarded to the project team for
re#ﬁ%s.
e

he fopics to be covered during the session.

;arning outcomes

e The purpose of this session is to support you to become familiar with the new
‘strengthened’ rules and the ‘firm but fair’ approach that we are applying to Emergency
Housing assistance.

MSD Social Houslng - Strengthening rutes for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 6 of 47
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Introductions

= An introduction activity may be appropriate where delivering the session to mixed training
groups.

Context of change

Share @ @
e Emergency housing is a complex issue, and one that we% 0 learn s an

clients find ourselves in.

MSD context zs:\% : %?
e In July 2016 the emergency housing i
in September. Q
e The intention is that t o'be usgd
st
mert

organisation.
e Before we dive into the detailed process and pragtjce gf-pipvidin cy Housing
assistance let's take a look at the environmen ondext th @ SD} and our

e

had been explore
with a genuine im ousing need.

o The SNG is\in fob for no more than seven days in a 52 week period,
but sub nty yrants cia% made where MSD considered the client to be in

ut conec number of clients who may not have a genuine need or who are
[ address their emergency housing or are contributing to their
ing need while receiving the SNG.

exceptio iFéimstances.
s %%1 fee%&% staff in the four months since implementation have identified

o the infroduction of revised concepts including adequate options,

teps, expectations while receiving the grant and introducing consequences

n emergency housing SNG can be declined or made recoverable, with recovery
% of the client’s income.

@ e need to strengthen our rules and practice relating to how we provide Emergency
ousing assistance, and specifically the Emergency Housing SNG using a firm but fair
approach.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 7 of 47
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Client context — consider this: the cycle of insecure housing
o Clients may be struggling to find and keep lenger term accommodation for many reasons.

e There can be situations where clients find themselves in a cycle of need, because they
are disadvantaged in the housing market (e.g. financially insecure, bad tenancy history,
specific housing needs, prior convictions} or struggling to maintain a home (e.g. physig
and/or mental health conditions, gang affiliations or addictions). This be height%
in areas of limited housing supply.

¢« |n these circumstances, a client may present repeatedly wi erge @29
need: either separate instances of an emergency housing (t need w ved,
but the client comes back a few months later with nowhere {0 ) or with the'seme on-

going need {client has been assisted for seven days wi Emergen ing SNG but
has not found a suitable option within that time and 1 o}h

e Identifying these factors, and working with the

'ntif
an important part of addressing their hg @ sed, e %%\PL&
receiving the Emergency Housing SNG.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page § of 47
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The 4 step Emergency Housing service
approach 15mins®

Learning objectives |e Refresh understanding of éxisting Emergency Housing servic
approach. £

Key Messages e The new ‘strengthened rules’ and firm bu : oach ppl
fo step 4 of the Emergency Housing pro
need to ensure we are doing the righttkin s eps 1 &as ell.

= ‘Strengthening rules for Emergency Housing as@ @ 3
o 4 step Emergency Housmg \
service.approach: i

using service is to ensure that only those clients with
% Hous:ng assistance.

understandmg of the Emergency Housing service

stablishing an immediate emergency housing need

first step to take when meeting with a client who has presented seeking assistance
» 1th emergency housing is to determine whether there is in fact an immediate emergency
housing need.

« A key concept in this step is what ‘adequate’ means in the context of the accommaodation
that they currently have or have just left— we’ll explore this in greater depth shortly.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 9of 47
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Step 2 — exploring alternative options

e After establishing that there is an immediate emergency housing need we need to see
whether the client can meet the need out of their own existing resources, or through other
non-emergency housing specific assistance that we may be able to provide.

«  We will look at what is considered adequate in the short term when looking at alternative
accommodation options.

e« These options include using existing products and services, such@her SNGs-n

Advances and the Housing Support Products to meet the need. ;g
@' ces;;

Step 3 — checking for MSD contracted emerge

for plac e can refer

¢« MSD has contracts with certain emergency housing,provitls
clients and their families to stay for up to 12 wee |<i: duh,some er) while they

find suitable longer-term accommodation.

@

« We are continuing to develop relations hegafiate fracts for contracted
providers to deliver contracted places.

e This step needs to be incorporated a ed tg Iin in areas where there are
no current providers — this is an irpQ rtof ing the expectations of a client in
terms of the kind of support they wi ive.

Step 4 — exploring o#¢

,. rgeﬂ-ém modation options
G

* Weneedto consi@ gmer @ ommodation options when there are:
_ 5 { ptions @ ient’s emergency housing need from their own
g |

e places available.
s not ble~for a contracted place or the client needs somewhere to stay

’ @%%ompleted to get into a contracted provider place.
@ eme % ommeodation options include:
n @ed places with community based emergency housing providers (such as

Refuge)
% orary commercial accommodation (for example a hostel)

@Cmde

So, hopefully this ali sounds familiar.

Let’s start looking at each of these steps in more detail.

MSD Sacial Housing - Strengthening rutes for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 10 of 47
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Step one — establishing an emergency
housing need 45mins®

learning objectives | | Apply adequacy criteria to establish a genuine immediate hou?g
need.

Key Messages e MSD's emergency housing process is
need somewhere fo stay tonight orin

It starts with understanding someoné’s

: b!lshlng an emergency
sing need scenarno .:

‘What 1s an emergency houslng Gatherin
‘need?:: ; ‘client's

The cliant: « Brain) M— vhat steps
+ gan’t remain in their vsual place of fake fo'gal ; fofmation aholta

residence and
= will net have accass to other

\)ﬂn:uu Is a singh, 22 year cid wha ls cutrently in reee ﬁfw

\ " Jopszeker Supporl.
. A | For the past 2 years he has been Sxing with his mum and
sHent's sl afore m : Ther paniner paying board to her eash veak, Tiwo vieeks

i ago tha relotienship benwean Anaru and his muther
ib i, as ha had i i
la slorm two~ wha q | brcama vary shrained, as B party wiich rasulfed in

accommodation that is adequaie for the ) dek tha client te g¥_ o : damags to I};elqtopaly."Tha)‘:ftded up'h'?w‘:ga manshea
n L ) : argumanl and his i theew hins out of the hause
noads of she client and their immediale 7 d tstanding Hﬁm gieyihglances?  Since t1en ha has been staying on a flends covch, Bt
family within the next seven days.. . ! that hat becoma uncamicilalie us e doesnit really like
i hafilends fatmates.
- R -
' ‘?A
\/
a instor
, . . . ' ( '
flipc ed ‘preparing for the interview' and ‘quality
one pe ).

eve ent with a client it is important to identify if the client has an immediate
Q% ing need and what options are available to help resolve this.
fully understand their situation, what has led them to us and how we can

diate, short term housing need, conversations should also focus on meeting the
ient's longer term housing needs.

n this module we'll look at what Legislation and Policy define as an ‘immediate
emergency housing need’, discuss what ‘adequate accommeodation’ means in this context
and apply the criteria to establish whether an emergency housing need exists for a group

of applicants.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 11 of 47
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What is an emergency housing need?
Slide 4.

e A client is assessed as having an immediate emergency housing need if they can't
remain in their usual place of residence and will not or they don't have access to other
accommodation that is adequate for the needs of the client and their immediate family

tonight or within the next seven days.

e Before we can accurately assess whether or not an emergency ne is{s we n
engage with the client to get an understanding on their situation s an d i
the adequacy of their current accommodation.

Gathering information on the client’s situ

Slide 5.

e Gathering as much information as possible f] ent a0y @r situation will help
you identify if there is an immediate em h usin and what options are

appropriate for the client and their family.
@ @»}

Gathering information brajastorny-actiyi

Slide 6 Q

Instructions

1. Divide the group t\%} grou 4 srhaller if you have more than 12 participanis.
prep ipnzhart. Head one (or two) with ‘preparing for the

2. Give each gr
interview’ t r‘quati oning’.
3. Ask ea o hrainstofyideas of what information could be gathered from and

aboyk.the fo SUW to have a good understanding of the client's situation.

Q@ %@

inwite groups to present their ideas — where you have multiple groups
ompl ame poster invite the groups to take turns to contribute an idea so that

15 mins®

hen groups have given all their ideas open the floor to the wider group to see if
ere are any further ideas to share.

» Have they contacted MSD about an|e Where are you and your family staying
emergency housing need before? currently.

— If so, what do the previous hardship | & Who are you staying with?

- ?
and Client Event notes say s Do you have anyone who can help you

find other accommeodation?

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facifitator Guide FINAL.doc |
Page 12 of 47




Are they currently receiving an
Emergency Housing SNG?

- What reasonable steps were set out
at the previous emergency housing
appointments?

e Previous hardship applications/grants —
bond and rent in advance?

¢ Previous addresses {(how many in the last
12 months for example)

e Are they on the social housing register, or
in the process of applying for social
housing?

¢ \What household members are attached
to the client record?

= Are they receiving on-going assista

Are they receiving their full and )

e Is there any h
information on file

cautions e

s Are there

<:,

and/or working? N

entitlerment to main benefit.
Are they on a st NOKL= @
entittement pericd or s i CD
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Can you tell me what
you contacted us to ask for Emergency
Housing assistance?

o Can you tell me about yourself/family?

¢ Do you have any co ns that you
may impact u '

accommodation?

o Can you fell atrou hdvedo
find other ation?

f recently?

you left your

siich as health, court-
er special conditions,
s, and access fo amenities
rk andfor school - affecting
can stay?

“un wn
b
~h ™
)
O%

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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Establishing whether an emergency housing need exists

e From our use of existing information held about the client, and use of great questioning
technique, we should now have a good understanding of the client's current
circumstances. :

e We need to use this information to establish whether they have an emergency housi
need. @

‘Adequacy’ for the purposes of Emergency Housi&ista ; 5

e Some people come to us who have, or have left @ceo i “ To help us
understand ‘adequacy’ we need to explore what sint - of Emergency
Housing assistance. %

e \Whether we consider whether the cEiequat & we need to think about

where they are currently staying is a
— We aren’t defining short term<NE |

For example affecting the health
leave.
e  We need to take into ¢

] > the ,
when determining wha te aﬁ %o ation Is — what may be suitable for a single

person, may not b i of-four.

e The following, 8 on the individual situation, may be adequate in the short
term, even it is ifable term accommodation:

gement.

MSD Sccial Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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Establishing an emergency housing need scenario 10 minse
Instructions

1. Display Anaru’s scenario (slide 6).

2. Ask the group whether based on the criteria of SuaCy~of currer l; : sing does the
client have an emergency housing need? @
3. Prompt the group by asking: %
¢ s Anaru’s accommodation ideal, adequate~or inade e
gﬂé%%ied? E ;b

e Does Anaru have an emergency |

O

e Aparu does not have an Q’" e am ousing need as his existing

accommaodation is adequatejn the-short §
o Anaru should be provige it ] %@e, or supported to use the kiosk to

or boarding with others or attempting to

o |f neither of tf
need to di

hostel tg‘f%
When ient ave an emergency housing need
gire

ible we could revisit his application but we would
agequate emergency housing is, and that if could be

ber that if a client is deemed o not meet the definition of an

ganey housing need, we would still ook to assist that client in whatever
stlve the housing issue they have.

wediate
ay we cqn to
e ltisq %%E portant to prevent a client from being put in a position where they have

n tostay.

MSD Sociat Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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Managing client expectations

e This is an important part of this step as clients may have expectations of being housed
immediately in a motel. We need to let the client know how MSD will help with emergency
housing needs and also what the expectations are of the client.

e« We need to explain at every emergency housing appointment that:

—  We will help them to identify accommodation options that they cess to-dn
that are adequate for their needs in the short term.

- Depending on their circumstances this may include: stayi uch i r
family; affordable short term accommodation such a%, r comm sed
emergency housing such as a night shelter. ,\_<_ gg

Concerns about the safety of a clie @th en.
« There may be situations in which you are i clie d you become aware of

safety and security concerns for the ¢j r chil

-@‘- care.
espond appropriately as is our

e In these cases it is important to jden B issue
usual process.

Responding fo safet sion

Ask the group what th
the following resp

s situation occur during an interview - look for

Wﬁon to Family Violence Response Co-coordinator for
rt.

Xllocation of the ‘special caution’.

For clients who are in the process of applying for Social Housing,
of are on the Social Housing register a manager supported
‘Housing Override’ of the client’s priority rating may be appropriate
andfor an escalation fo the site manager of the Centralised
Housing Unit.

Discuss the situation with your manager or FVCR and seek advice
from the CYF National Call Centre (D2D 43000).

If appropriate, prepare a notification report which must be signed
by your manager.

This report is faxed to the CYF National Call Centre.

Paolicy and process can be found at:
hitp://doogte.ssi.govt.nz/resourcesthelping-clients/procedures-
manuals/work-and-income/core-procedures/client-info-
sharing/child-abuse-reporting.html

MSD Social Housing - Strengthening rutes for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 16 of 47




» MINISTRY OF SOCIAL
| §~ . DEVELOPMENT
wwﬁ TE MANATT WHAKAHIATO GRA

Conclude

So, we've identified what an immediate emergency housing need is, what ‘adequate’ means
for the purposes of Emergency Housing assistance and we've applied the criteria to the

circumstances and needs.

We've engaged with our clients and have exited those w urrentlyxhavg an
emergency housing need by offering other options, and d>clienis’ expettations
around how MSD can help, and what is expected of the cli

Now let's move on to our next step — exploring options 2 em::: sing need,

situations of a number of applicants.
We've established how to determine immediate emergency housing nee e grounds&
they do not have, or have access to any accommodation that is a;g sed @r

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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Step two — exploring alternative options

to meet an emergency housing

need.

30 mins @

ray

Learning objectives

Identify alternative options to meet an emeg@smg P@

Key Messages

@

@

Exhaust all other appropriate fin
accommodation to ensure that mg the ency
housing SNG only as a last reso

This includes offering existi - o meet the

pint — slides 7-9

Im‘lng other opt[ons

Biartbh AL NG gcenario -

« Consider Ihe reaqons%ha‘l clienls are
struggiing to find sdequate :
accoemmodationto meat their needs.

« Cansider shor tarm and fong torm

ason B 2 single petson who was recelving Jobseeker
Suppt, but cancellad his bonafit two weeks ago whin be
loaxd fud times employment as a fankand

Ha vias kving with his beether in Helson bak refocated o
Balcuttha fer he job which had accommodation includad. |
A eels ino e job, Jastn apgraveler an pra-edisting back |
condRion hitd has been unabla to werk einge. Bs he has only ©
just commenesd work, he has no 2k lervs avafabla and 3
avating a compensation chlm \W\ ACC. :

ply tfnancy - -
agw tepaicy
Ui to anolhar area

h ko, as his boss.
teally meds e axira wmluar on lhq fany He hiag lo move |
ot by ‘

with the client activity resources

of the four categories meeting the immediate emergency

ergency housing is

to provide.

he first thing we do when we are looking to help a client who needs assistance with

to see whether they can meet the need out of their own existing

esources or through other non-emergency housing specific assistance we might be able

As a Case Manager you will support and help clients who require Emergency Housing

assistance to explore the different options.

While the focus of this step is to explore options to meet the immediate need, we may be

able to resolve this at a more sustainable level if we can sustain their existing
accommodation or secure new longer-term accomrodation.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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What alternative options are available?

e Appropriate alternative options will depend on the reason for the emergency housing
need, what is reasonable to expect the client to do given their circumstances, and how
many days they have until they no longer have their current accommodation.

— A client who is homeless is in a very different situation to another client who may
already be in emergency housing, or a client that is still in accommodation which 4
about to end.

s Establishing the reasons the client has an immediate emergency
to explore and identify appropriate adequate alternative option
they have been asked fo leave their boarding situation, can
stay in this boarding arrangement.

e As well as looking at what led to the client’s current e&ncy housi
at the barriers our clients may be experiencing will-aisd’belpio i i
be appropriate for the client, and what longer-ter sing need @ a

Barriers brainstorm activity
Slide 7 §§ §§%

instructions

1. Divide the group into two gr%

2. Ask the group to con 2as fients are struggling to find adequate
accommodation to m¢ jrrieeds er both short and long term - think back to
the cycle of insecu we i earlier.

3. Ask each groyp.fo instorm jers that may be preventing the client from being

able to access taj odation.
4. Record .' large flipc I whiteboard.

EE together.
@ share their responses.

elationship breakdowns (friends/family)
@— ousing availability in preferred area/s.
@ -~ Housing affordability (bond, rent in advance, weekly rent, letting agent fees efc).

— Poor tenancy record (no landlord references/referees, previously evicted, previous
social housing tenant).

— Discrimination (appearance, language, religion, sexual orientation, age, health or
disability).

— Poor credit history and/or high levels of personal debt.

|

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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8. Barriers may also indicate factors that need to be taken into account when deciding if an
option would be adequate for a client in the short term. (eg issues sustain
accommodation due to issues with alcohol abuse may indicate support requirements).

9. We (MSD) can't resolve all of these barriers. For example, we can’'t make a private
landlord take one of our clients over another potential tenant.

10. But there are things we can do to help resolve the immediate need and/or a longer ter
need. Let's take a look at these now. &

Identifying alternative options with the client activit& 1
Slide 8

2. Give each group a pre-prepared poster head

our
o Meeting the immediate emergency ho &

Sustaining an existing tenancy. >
e Securing a new tenancy. @

s Relocating to another a
iexisting products and services) that
ind, "short and longer term housing, including

Instructions
1. Divide the group into four smaller groups. %%%

3. Ask each group to brai
could be used to sup
addressing barriers. N

need with a Ionger@

urrent accommodation (including repairing relationship with friends and
have been staying with, rent/board arrears, negotiating flatting/boarding

e Affordable temporary commercial options (eg hostels, units in campgrounds)

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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= Advance Payment of Benefit / Recoverable Assistance Payment — Rent Arrears.

e«  Accommedation Supplement / Temporary Additional Support
s Redirection of benefit. '
e Talking to the landlord on behalf of the client. &

o Identify other issues that are causing the client to not be able to sus
refer fo appropriate community groups or agencies for supper,
advice, gambling helpline.

Advance Payment of Benefit / Recoverable AsgiStancs o d and rent in
advance.
e Accommodation Supplement / Temporary po %
¢ Redirection of benefit. &
e HS3P - Bond grant. @ %
e HSP - Rent in advance. Q ; ) ) < §§ >
e HSP — Lelting fees assistane
¢« HSP ~ Statement of sat] nanc @
¢ HSP - Tenancy co @ @
Attending tenancy%i {regic @peoific).
9.4 . Tk

' o W feason for moving is related to a confirmed employment
Spottunity). A%
<) Relocati % land assistance.
N\ %3k to )

e Ad ment of Benefit / Recoverable Assistance Payment — Travel Assistance,
d rent in advance

% — Moving Assistance
@SP — Bond grant.
= HSP — Rent in advance.
¢ HSP — Leiting fees assistance.

e HSP - Statement of satisfactory tenancy.

s HSP — Tenancy costs cover.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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Establishing an emergency housing need scenario
Instructions

1. Display Jason's scenario (slide 7).

2. Ask the group whether based on the criteyi ac housing does the
client have an emergency housing need?

s |5 Jason’s accommodation ideal,

+ Does Jason have an emergen

e Jason does have an immediate emefgency ho need and should progress to step
two. @
3. Ask the group if there tive @ g meet Jason's emergency housing need,

and if so —what are

s Jasonis able his and explain that the job didn't eventuate and ask if
in.
° rk ou contact his friends and extended family fo stay on a
<is while he fiQds longer term accommuodation.
e ] of thes%?vs are viable we could revisit his application but we would
son what adequate emergency housing is, and that if could be

LEFE

MSD Social Heusing - Strengthening rutes for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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Step three — making a referral to a
‘Contracted Place’ mmins@

Learning objectives {e Identify clients from scenarios who would be suitable for&

contract place where these are available. ﬁ
v/\

Key Messages ¢« |n areas where there are 'contracted plac Wtion st >
exhausted before the use of the Emer sing SNG.

e Where there are no contracted pl
clienis’ expectations, including

Share @@ \bP

lly ¢ roviders/places available in your
g8 the me t we will refer them to an available

contracted emergency Tpravider:
= This helps us to man pec t@f our clients about what emergency housing
assistance looks lite:

¢ [f there is a place ifabie, th they will be able to stay while they work with the

provider to fin rm .
e [f they declipe ave wit odd reason it indicates they don't have an emergency
housing :

e« Currénfly th are fragted emergency housing providers and places in Northland,
&%ﬁ

®

ay of; t aikato, Wellington and Canterbury, with additional emergency
rovidars ussion/negotiation with MSD on contracts.

‘O ose have access to ‘Contracted Places' there are no changes to the
cess. forestablishing eligibility and referring to them so we will not spend time in this
sess) %
%%e urther information please check out the ‘Emergency Housing' Doogle page

MSD Social Housing - Strengthening rutes for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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45 mins

Learning objectives

L3

O

@and -

grgéncy hoysj
&n erstood a

Determine the situations in the Emer ousing SNG

able a e, granted

@ of 25@ lient's income,

Identify local providers of emergency hous

Explain the conditions of grant, 'reasona
expected of the client when receiving the
SNG, in a manner which is likely

application.

will be: granted as n
recoverable with a rec
or declined. <\

Key Messages e The adequacy @comm% r the client and their
immediate farmi Gds mysihe nced with finding a low
cost optio

e The 3 should be 46 last resort assistance and
available wher tha t and MSD have exhausted all
tions fo l@ the client's immediate emergency
0 eed
e e wWe second or subsequent SNG on the ground
@ sontributed to their need we must first consider

alth and safety risk.

b _fMakinQ the decision to grant -

“non-recoverable/recoverable
ne T

g

@ligibi]ity and payment

]

Audio file.

Pre-prepared

of the Emergency Housing SNG resource (on myLearn)

Who are the people in your neighbourhood activity resources.

Flip chart paper/markers.

list of community and commercial providers of emergency

accommodation within your region.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facifitator Guide FINAL.doc
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Explaining EH SNG ‘conditions, ‘reasonable steps’ and expectations activity resources
—  Pre-prepared client scenarios (Appendix one).
— Client letters (Appendix three}.

— Scenario role cards (case manager, client and observer).

Decision making activity.
— Emergency Housing assistance process flow resource (on m ) &

- Pre-prepared client scenarios (Appendix one). <\§\ @
Wi

Share &\S

n situations where all appropriate options to mee l?nt’s im i emergency
housing need from their own resources have be usted dre either no
contracted places available or the client is not s a con ce we need to

housing provider or other temporary co 0 .
Consideration must also be givan he accommodation to the
circumstance or the client and theipfamily. Fo it would not be appropriate to
house a family with children in-a hos tuatio

The adequacy of the ac tion fo and their immediate family's needs
must be balanced with ing. 4 Aow c > Remember, this is accommodation for
f}ge ou %expectaﬁons of other options that may be utilised
%ttg% housing need, for example communily based

Housing is needed to pay for the accommodation, the
r will need to be registered supplier with MSD so that they can

move onto other emergency accommodation gt

This could include accessing non-contra with &
iahdcc
ade

-contracted local providers of emergency

e may be community based providers that are able to provide temporary
commodation as well as private commercial providers.

Consider the following options:

- Night shelters.

~ Women's Refuge.

— Hostel accommodation, caravan park or tourist cabins (usually self-contained) and/or

— Motel units.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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Who are the people in your neighbourhood activity 10 mEﬂS®

4

o

Display slide 10 of the PowerPoint presentation and play the audio file before introducing
the activity. .

The purpose of this activity is to both test and share your knowledge of community a
commercial providers who are able o provide emergency accommo for clients
have exhausted all other options.

should not promote cone provider over ancther.

It is important to remember that we cannot select the provj cIi< @L

Instructions @ @
. Divide the group into smaller groups of 3 — 4 leay @

. Give each group flipchart paper/markers.
Ask each group to brainstorm providers ta are f

8 @it in their area who are
able to provide emergency accomnidgation™>— the ave previously granted
assistance to clients staying there. ; E

identified community o cial prd gf emergency accommodation.

Keep going arou@ oups alt-groups have exhausted their lists (without

repeating any)
Display ea Iat therapt] n be seen.

Debrief g\é
. After 5 minutes bring oget gsk each smaller group to present their

A\

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc
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Making the decision to grant an Emergency Housing SNG, or grant
as a recoverable payment.

Display slide 11 of the PowerPoint presentation and distribute the Emergency Housing
assistance process flow resource {on mylLearn)

e Once you have determined the client: |
— Has no other option to meet their emergency housing nee luding that&%

client can’t meet the cost from their own resources.

- Meets the eligibility criteria, and
— A provider has been identified &"
You need fo determine whether the grant for emerge é ccommodatigr >gosts” is non-
recoverable or recoverable, or should be declined.
e In most cases the client's first applic !:: em &:using SNG will be non-
recoverable. %
d

First application (within 52 weeks)

e However, if the client hasn’t m ason t" to access other sources of
assistance or accommodation-thjs first-gran e recoverable (at a rate of 25%
of the client's income) —t nsistent entribution they would make if they
were in a contracted p ) ses ome Related Rent. We'll discuss this
further shortly. @

e A client who insis ally a f an Emergency Housing SNG, but who does
not meet the e!}\g' 'fbl es not%% emergency housing need) may be declined.
Secong a@b 3 n&plications for the Emergency Housing SNG

withip

s Grant for emergency housing is generally only available once within a

e A Spdii
5 @p od, unless there are excepticnal circumstances.
a

clientt has another immediate emergency housing need within 52 weeks, they are in
ptional circumstances and a new payment may be granted.

.:— Existing emergency housing event: where they received they received an SNG o stay

in a hostel for 7 days, when the accommodation is due to end the client still has an
emergency housing need, there are no other options to meet their emergency housing
need so they need to apply for the Emergency Housing SNG for further emergency
housing. :

— A new emergency housing event: They received an Emergency Housing SNG 3
months ago. They no longer had an emergency housing need once they were able to

MSD Social Housing - Strengthening rutes for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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i

=6

R

board with their family. They have now been asked to leave and don't have access to
other accommodation (a new emergency housing event).

Making the decision to decline an Emergency Housing SNG

s Where it is a client's second or subsequent Special Needs Grant for emergency housj
(within 52 weeks), and the client has unreasonably contributed to th sing need

grant can be declined. @
= If the client is already receiving an Emergency Housing SN isting.eme 3%
housing event and has not completed the reasonable ste at° wore agreed ¥p,.3nd is
not able to provide good reason for not completing them\ihjs is sidekedl to be
jon (including

)} yof demonstrates
theft etc), or

their social housing

3 o‘e oesn't have a good reason.
sidér if there is a risk to the client,

dist'not receive the grant.

partner or dependent children’s, h

—~ An agreed reasonable step was fgrt
assessment appointment. The clien{di

However, hefore we decline the g@ stfi |

Assessing whethert@@isk gient, partner, or their dependent

children.
« Before declini S INg for emergency housing, due to the client
contributingdo erg g need you must have considered:
— Areth endent childrés in care of the client - wherever there are children in care
Wnsure the needs of the children are met and that they are
i

cial Needs Grant for emergency housing - this could include where the
ealth issue that would be worsened if they did not have access to
cy accommaodation paid with the Special Needs Grant for emergency

e cligFit you n
ed in iflan of neglect due to their parent(s) actions.
@ afety of the client or their partner would be at risk if they did not
ing.

%ese situations, instead of declining the assistance you may need to assist with paying for
mmodation using the Special Needs Grant for emergency housing. This will be

coverable and recovered at a rate of 25% of the benefit rate for those on benefit.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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Making the Emergency Housing SNG recoverable

Decision making activity @Z

Instructions
1.

4. Ask each group t throu

There are no system enhancements to aviomate the recovery of these payments.

Where you decide that a payment is to be granted as recoverable you will need to amend
the system recommendation and add a recovery rate of 25% of the benefit rate.

- There will be a table of standardised recovery rates in MAF/Doog| &

When the client leaves the emergency housing they must advise ys
the 25% recovery. We will need fo negotiate a new recovery
within the existing processes for debt recovery.

If a client has received more than one recoverable Emergancy Housi payment for
accommodation costs, the total repayment rate for -. nbis 25% increase it
to 50% of their income). Q

Y 10 mins®

Continue to display slide 11 and de flow. Leave this slide up for the
next activity fo assist staff to @ i i
Refer leamers to table p ce< /Eligibilityand payment of the Emergency Housing SNG

Divide the group int ps te‘one of the scenarios to each group.

s one to four and make a decision on the client's

application. e gr; anted as recoverable or declined and the group's

reason for their on. %

Debri fy v
. 5. mnutes group together and ask each smaller group to present their

S.
that @de our decision, we're going to look at how we explain the outcome to

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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n . u
ecoverable at 25% of her income
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Conditions of grant, ‘reasonable steps’ and expectations

e There are conditions of grant that the client must agree to before we can consider
granting the Emergency Housing SNG. You will need to print the Emergency Housing
SNG letter and explain these to the client. The client will need to sign the letter to
acknowledge they agree to these conditions.

e At every grant, clients are expected to have made reasonable efforts {within the time
resource available to them) to access other sources of housing.

— This includes making efforts to find an adequate place to sty il m@r

needs. %
e When granting the Emergency housing SNG you will need%u 5 with the glight what
clier

steps they can take while they are receiving the grant ::;%l is to~8uppo o look
(=10

at other options to meet their emergency housing need dind long oLISIing.

i to by (‘iﬁz cliént during the
red %h t's circumstances
t

e Reasonable steps need fo be determined a
emergency housing appeintment. They need
and recorded appropriate so that we can foll6
has an emergency housing need.

he ¢l ogress if the client stil

s The expectation is the client comple onahle siepsoif they don't without a good
reason, or are not able to continue with roVider due to damage or other
antisocial behavior, we may not proyi rther ssistance with their emergency

housing need.

Developing reas 10 mins®
Instructions
1. Using the sam§ \@T ips as twity give each group a flipchart page and ask them
to head | their cllents /s and ‘reasonable steps’. Some groups may need to
mtegrate ers if they ed to outright decline any of the clients.
h up to i reasonable steps that would be appropriate for that client
eir CI tes. Record these on the flip-chart. Get them to consider the
faced Client specifically.
em reasonable for the client to have undertaken to access other sources

fassn ependent on their individual situation and every case must be
its own merits.
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Debrief

4. After 5 minutes bring the group together and ask each smaller group to present their
client's situation, where they've been referred and what reasonable steps they would ask
the client to complete.

Explaining conditions of@ reasgeps’ and 20 mms®
expectations activity.
Instructions %

1. Divide the grou

2. Give each gro y of rant letters (with and without security deposit) and a
sef of the

3. Explam th n will {aKe a turn as case manager; client and observer,

%ﬁ?ﬁ caseq your ro!e is to confirm the reasonable steps that you have agreed
d recorded for the client to find other adequate accommodation,
e

.h

an /0 rm housing, the conditions of the payment, and expectation of the
clj ted with the grant of the emergency housing SNG.

t also explain what may happen if the client doesn’t meet these expectations

need to subsequently apply for the emergency housing SNG, this includes

fnanc:al assistance being declined or recoverable at 25% of the clients income if they
on't make a reasonable effort or contribute to their situation.

As a client your role is to listen and try to understand the information that your case
manager is giving you about what steps you need to take to find adequate
accommodation for yourself and your family, and the conditions when granted
emergency housing special neads grants and the expectations.

Ask questions if you need to, to make sure that you understand what is expected of
yOu.

MSD Social Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
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e As an observer your role is to observe the interaction between case manager and
client.

Listen to the language that is being used as well as the way in which the case
manager is speaking — think about tone, pitch and pace of speech.

Also look at the body language between the client and the case manager.

Make notes and debrief the case manager and the client at the gnd of 5 minut

Share at least two things that the case manager did well, and if tapriate one
for the case manager to consider or develop.

5. Ask the groups to make a space where they can work toget i too muc ]

and distractions and tell them to start.
6. Atthe end of 5 minutes tell the groups fo stop and give 2 minutegyfor th servey to feed

back.
Repeat this twice more.
8. Bring the group back and ask how they foun i::: he in% ? Was it easy?

%
N

&
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-up appointment 10 mins

Learning objectives | Identify where a EH fo!iow-up appointment is appropriate.

Booking the emergency housing follow @

e Book EH follow-up appointment in ABT.

o Identify key issues to cover during the follo intmeht. ﬂ

\>
Key Messages ¢ If a client who is being granted an érg\gpcy Housi Gis

likely to need emergency housing afte grant axpirey 4 follow-
up appeintment should be bo% &

Share \§\7 @
In some cases the emergency situation may hé v by % grant of Emergency
Housing assistance. In other cases the need,agd batrlers fa the client may be greater

than what can be resolved in seven days.

When does a follow-u intme atl'to be booked?
e |f a client who is bein 2 Em Housing SNG is likely to need emergency

housing after the g appointment should be booked at the same
time the SNG is g

B 5%
e This should b rou g existing specific appointment types.
G:

= This appoifthert hould ta e before the end of the period that has been funded by
the Eme using SN

F@)p ap@nt expectations
Atall foll poinfments staff need go through the whole emergency housing
prOCes start including:

ere been a change in the dlient's circumstances - does the client have
ccdss to adequate housing (is there still an emergency housing need)?
eview the previously recorded ‘reasonable steps’ in the client event notes.
— Managing client expectations of emergency housing assistance
@ ~  Can the client meet their housing need from their own resources?
— Are there any confracted or non-contracted emergency housing providers
available?
— If all other options are exhausted establish eligibility for Emergency Housing
financial assistance.
— Assess if the client has taken all the reasonable steps that were asked of them.
— Establish whether the grant will be made non-recoverable, recoverable or be
declined.

— If granting, set reasonable steps with the client to complete by their next
appointment, and record these in the client event note.
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Learning objectives | e Explain the role of contact centre in administering Emergency
Housing assistance.

The role of the Contact Centre

Key Messages e Customer Service Representatives (CSRs) /i, not gene@
administer Emergency Housing assistance
¢ Customer Service Representatives (C rant I
Housing SNGs when the service reNghclosed o

client until they can access an appoitit t in the servick centre.
Resources e Strengthening rules for \E cy E@Sassistance’
PowerPoint — slide 12 J

» Contact centre staff wii fokovw the shoy > >
PIOCASS A5 CAse MANEGATS. 3
» Only provide accompnadatisn it :
next day the service centhe is X
+ Book an emeargency Keusin H nt |

for the next businesd¢dah H
+ Noles mada, and SCh iled igf advise |

A

@\/@@Q )

‘The role of the Contact Centre

Share

« |f a client calls th

ithin service centre hours), and advises that they

r the Customer Service Representative {CSR)

determines tha mer% ing need exists during the conversation, then the
Y

CSR wil existing 5 for hardship assistance and appointment booking.
- h hip neWergency Housing’ will be identified as the reason for the
ent.
0 2 3 ppointments are available the client will be referred to the service
centrg g walk-in’ (or the SST process will be followed if applicable).
e I the ermines the client is experiencing an immediate emergency housing need,

will complete the new client event note to acknowledge this need.

then thig CS
he note will include, where possible, information on:

—  Why the client has an emergency housing need.

—  Who will need to be housed with the client, including if these are children.
-~ Any safety concerns for the clients, or members of their household.

— Their current living situation.

— If a client's immediate emergency housing need is resolved and they subsequently
come back with another emergency housing need a new ‘initial contact’ client event
will be created.
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After-Hours Process for the Contact Centre

e The after-hours process will apply when a client calls with an emergency housing need
outside of the usual Service Centre operating hours, and will need assistance before the

Monday to Friday and 8am-1pm on Saturday.

e Customer Service Representatives (CSRs) will follow the sa
Managers, but this may not always be possible due to congt ssouat
available information during afterhours etc.

e The client will be given the benefit of the doubt where zn@g@te infor, at;o gxists or
there are doubts. @

SNG maximum length of stay
e The CCS will only provide accommodati @ next rv:ce Centre is open.
In most cases this will be one night, Elent c rlday night or Saturday

morning the client may need accom t1[ nlng

Service Centre opens. Based on the current hours of operation this will be 5pm-6p ?

Booking an emergenc

cy Housmg assistance, clients will need to
on the next business day.

= |n order to receive
attend an appomt

Noting an@!; ency Ho SNG made by the Contact Centre.

8 A clj note gar ing the clients emergency housing will be created and will

That t as been granted by the CCS.
W

re p rmatton on:
@ ¥ the s an emergency housing need.

d to be housed with the client, including if there are children.
y concerns for the clients, or members of their household.
ir current living situation.
if this is a subsequent grant then will alsc need to include details why the client has
missed any emergency housing follow up appointments, where applicable.

©

The CSR will advise the SCM by e-mail with the details of the grant.
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Wrap up 1smm®

Summary of learning resources

e Hand out a copy of the A3 Emergency Housing Quick Reference Guide resource.

e Explain that these resources summarise the processes and practices-that we have
through in detail today, and will be good to go back to at a later dates @

Review of the parking chart &

e During the session pariicipanis may have added no @’op estion rking chart.

e |If time allows during the session check the q and or .: ginto themes and
topics.

e« Answer any questions that you are abl u anr leno answer any of the
questions add the question to the Q& vithe m t—; e

o These guestions will be summarige ent to . el so that responses can be
prepared.

Evaluation @ @
= Advise learners t rec ail with a link to access and complete the
online learner evaludtion in my X

Explain thai at\feedback o% is appreciated and assists us in the development of

future traj alerials.

G o
@ partic their time, attention and participation in the session.

?

MSD Sccial Housing - Strengthening rules for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 39 of 47




4 MINISTRY OF SOCIAL
i DEVELOPMENT

OTE MANATE WHAKAHIATO GRA

MSD Secial Housing - Strengthening rutes for Emergency Housing Assistance - Facilitator Guide FINAL.doc |
Page 40 of 47




604 MINISTRY OF SOCIAL
:Ji, DEVELOPMENT

ﬂa%r Th MARATIEE WHARAMIAYT GRA

Appendix one — Client scenario cards
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Appendix two - Explaining EH SNG
‘conditions’, ‘reasonable steps’ and
expectations resources

Scenario role cards @) A

N
Your role is to explain the rea \séps { Q\@J
have recorded for the li o f er
accommodation, and the atidhs and tions
of t

associated with the gr eme cy ‘housing
SNG.

This includes expl vhat m@o n if the client
doesn't meet exp ' and need to
subsequentl for assistance  with

Case Manager emergenc , t's responsibilities for
ge n c>payment of the security

depog\' Y nt card.

. role and try to understand the
ation case manager is giving you about
ste need to take to find adequate

com for yourself and your family, and your

ities and the expectations when granted
housing special needs grants.

uéstions if you need to, to make sure that you
stand what is expected of you.

g’our role is to observe the interaction befween case
manager and client.

Listen to the language that is being used as well as the
way in which the case manager is speaking — think
about tone, pitch and pace of speech.

Also look at the body language between client and case
manager.

Make notes and debrief the case manager and the client
at the end of 5 minutes. Share at least two things that
the case manager did well, and if appropriate one area
for the case manager to consider or develop.

Observer
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Emergency Housing SNG example letter {(security deposit)

[y ‘.
fo.  Work and Income
Te Hiranpa Targ)ata

A service of the Minksiry of Sociaf Dovelapmang

09 August 2016

Dimar Test One Test,

your etmergenscy housing. This latler &
confirm that you understand your respoansl

Nifguding rules of stay and what happans
and the accommaodalion provider enly and

» You witl k
anyopé Az

23
= v E
B§
G

~ The mgnrdybrlly covers the costof your accommodation, You will be responsible
farany citber chatg%ng meals, phone, infernet, mink-bar, car-parking and

sitage
1y t be refunded, ABC Motel will pay this to us, [f ABC Molel
‘ i%

you, you will need to pay thie back to us.

G we have also approved a sesurity deposit. ABC Motel requires
against loss (such as any breakages or damage 1o the room whether

<D he security deposit cannot be used o cover costs that are not for accommodation,
Far example, it will not cover any of the following:

« telaphione, internet o pay-lelevision charges

« mini-har

« meal charges

» storage of excessive goods

» car-parking

9
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Checking out ot the end of your stay

You will nead to checkout a1 the and of your stay al ABC Motel. ILis very important
that you de this 50 that ABC Molel can confirm if you Bave any sosia to pay from the
secirily daposit,

ABC Motel will check for any Joss or damages, and discuss these costs with you {if
there are amy), If they need 1o usd some of the security deposit for these costs, and you
agree, you can use the payment card 16 pay up-to thesgmount approved (as shown on
your suppller farm]. You will have to pay this amou

If your do not checkaut before yout leave and A iC Hipted has® - ‘
they will ask us o pay these costz on your belrElf ¥ou will have to pay i 1 .

2 il

£ loss or da%
. ions@n try of Social

Client staterment conflrring they understs
Development (MS0} payment

By signing this letter | undersiand thal;

« if MSD makes any payments to the
behalf,

happens if 1 break these
has nothing to do wit

» if there are cests
up with me;

2 Bayme

hERna o MSD. i1 @
e the Sme t for the purpese far which it was intended {eg
erfes Prayfgjee

> will have 1@ pay this money back to MSD,

the checkout process, and therg -are any costs for losses or

da hich | am responsible, MSDxwill pay this on my behalf {up to the

a % ved) and | will need to pay this back to MSD;

* Cagree with any costs for which the provider says 1 any resgonsible; this is o
solved between me and the provider {not MS

©

Clhent's name

Clent's signature

Date
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Emergency Housing SNG example letter (no security deposit)

O 5
Work and Income
- Te Hiraiiga Tangata

A sivvige af ihe Minfsiry of Seclol 5@vﬂﬂpm:ﬁﬁ!
29 July 2016
Diear Juhn Joe Smith,

. - N
Wa have approved your emergency housing Sy
your emergency housing. This letter equsgffﬁa%&&a y
confirm that you understand your re ns“zl il jlkers st

neead to ko that

= The agreement youy ‘%va wilh
Hyou break these rulés), is hat

. a9 pz
doas not involve us. - a0

« You will be responsible for

ay and what happens
dation provider enly and

» The mioney only coverithe copt of yous fhmgdation. You will be responsible
for any other charges’ inehyding meal: s bntemet, mini-bar, car-parking and
storags.

+ i any payme - Blotel will pay ths to us. f ABC Motel

‘this back to us.

fviding accommedation (including rules of stay and what
afthese rules), are between the provider and mysalf, and that MSD
o with that agreement;

a1 cogls that MSD will not pay on niy behalf the provider will foliow these
R
any of the SNG payment needs to be refunded by the provider, the pravider wil§
y this refund to MED. If | am paid the refund, 1 need to repay this to SO,

« it | do not use the SNG payment for the purpose for which i was intended {eg
> phone o inlermeal eharges), | will have te pay this money back to MSD,

Client’s name

Client's signaturs

Date
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