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Executive summary

Heartland Services
Heartland Service centres are “one-stop shops” from which rural New Zealanders can access a range of Government, and other related services. Heartland Service centres have been established in 28 rural centres around New Zealand. Heartland Services is an interagency initiative led and operated by the Ministry of Social Development (MSD).

The results of the evaluation of the Heartland Services initiative show that it is working well:
· Support for voluntary groups has improved slightly in service centre areas.
Some sites do a lot for voluntary groups while the others do very little. This is usually because of the site itself (such as location) rather than the services provided.

· Access to government services for rural people has improved in service centre areas.
A major benefit of Heartland Services has been to relieve the barrier of long trips to the major centres.

· Inter-agency collaboration has improved to aid access to government services for rural communities. Some agencies have been collaborating and combining their efforts to provide better services to their common clients.
Awareness
Awareness about Heartland Services needs to be improved. The evaluation found awareness to be low overall. In some areas, key organisations and community groups, such as the Salvation Army and the local library, did not know about the service.

Residents in areas where the Heartland office is located in a community-based building have higher awareness than those in areas with other types of Heartland sites (refer to “Place” below). Work and Income and Courts based sites have the lowest levels of community awareness. Each site exhibited differing levels of awareness amongst the local population.
The signage on many of the Heartland buildings is small and inadequate for the tasks of signifying, promoting, and describing Heartland Services. This is a particular problem for offices based in Work and Income sites. All the signage is based around the name “Heartlands” and the logo. Neither describes the purpose of the service and, because awareness is low, both are interpreted with ambiguity.
We recommend that the signage on the buildings be enlarged and prominently located.
Each Heartland office has an annual budget of $500 for advertising. Given the low awareness we observed, this amount could be increased. However, any increase should occur following some planning about the best ways to increase awareness and by sharing some of the advertising innovation and good practice we observed as part of the evaluation (for example cinema advertising).

We recommend that an advertising strategy be developed which addresses budget and branding issues.

A helpful amendment to the branding could be a more action-orientated description of the service – perhaps deriving from a mission statement. A mission statement and vision statement about the service would be useful steps to raise the profile of Heartland Services and remove doubt about its purpose.
A good mission statement guides the development of strategies, sets boundaries on strategic options, and establishes the context within which daily operational decisions are made. A good vision statement shows where the organisation is heading. It is developed from the perspective of the client or customer, and is brief, focused and inspirational for employees. 
We recommend that mission and vision statements be created to provide clarity and direction for the service.

Place

The choice of site type (Work and IncomeTP
PT, community-basedTP
PT, separateTP
PT or CourtsTP
PT) is important to the service clients receive. The evaluation indicates that the best type of site is a community-based Heartland centre followed by one based in a separate building. There are some benefits to having a centre located with Work and Income and Courts (for example security and availability of equipment), but the disadvantages outweigh the benefits.

Feelings of security are higher at Work and Income and Courts buildings because they already have established measures in place. Some community sites have security alarms but many have only minimal provision in this regard.

We recommend that a review of security arrangements at all Heartland centres be undertaken to ensure consistency.
Some people have indicated that locating a Heartland centre within a Work and Income site deterred them from visiting. Community groups also appear to be less likely to utilise a Heartland centre located in a Work and Income site than one located in a community site.
We recommend that community-based or separate buildings are the preferred location for future Heartland centres.
People

Coordinators are the most important element of Heartland Services. The coordinators’ performance directly impacts on clients. Coordinators with a background in community work seem to do the best.
Coordinators would like to receive training from the various agencies that visit the Heartland centre in order to improve their familiarity with the services and functions of government agencies. They would also like to have more training and support to perform better in their role.
Coordinators who are in sole charge of their Heartland centre experience problems finding cover or relief when they are sick or otherwise unable to come to work. This can result in temporary closure of the Heartland office.

We recommend that more support and training be given to coordinators by the Ministry of Social Development’s Family and Community Services Unit and other agencies.
Those living in the community asked that the hours be extended. Most Heartland centres are open from 10.00 am to 4.30 pm. They could be open outside business hours. 
We recommend that thought be given to extending the opening hours of the Heartland centres to outside of business hours

Another prominent issue that needs to be addressed to improve the quality of service from Heartland centres is maintaining privacy for clients and meeting the needs of visiting agencies.

The agencies often need more equipment and infrastructural services, such as separate phone lines. These can be harder to get in Work and Income and Courts buildings due to their existing business protocols.TP
PT
Social capital denotes the “collective value of all ‘social networks’ and the tendency that arises from these networks to do things for each other”TP
PT. The Heartland Services are a means of building linking social capital (a type of social capital where the social networks involved span differences in status and power)TP
PT. By improving links between rural communities and Government, Heartland Services has the potential to build linking social capital.

Operational policy

Credit was given by those interviewed for the evaluation to those who manage the Heartland initiative and the community groups who are contracted to provide the service. They have achieved national coverage and provide of a good standard of service. Government has set aside a total of $3.704mTP
PT to establish 25 Heartland Services – at the time of writing, there are 28 centres in operation, with two more about to be opened.
Issues were raised during the evaluation around the working conditions of the coordinators.
We recommend that a review of the following areas be undertaken:
· remuneration and conditions (especially safety, sickness and leave cover) for coordinators

· service infrastructure (for example telephone lines, additional or replacement computers).
Another issue raised was that of a lack of consistency of service across the sites. Some sites offer services that others do not. Ideally, all centres should be able to offer similar services.

Introduction

In this report, we show that Heartland Services is fulfilling the goal of bringing government services back into rural centres. There is room for improvement, however, and strategic planning to capitalise on the good start Heartland Services has made.
The evaluation addressed three main questions.
1. Has support for voluntary groups improved in service centre areas?
2. Has access to government services for community residents improved in service centre areas?
3. Has interagency collaboration improved to aid access to government services for rural communities?

The evaluation addressed these questions through a detailed consideration of:

· awareness 
· place
· people
· operational policy.
Background
The aim of the Heartland Service is to ensure that government services are accessible to residents in rural areas and to support local community groups.
In November 2000 Cabinet approved the concept of the Heartland Services InitiativeTP
PT. The aims set out for the service were to:

· improve access to government services for people in rural areas

· improve interagency collaboration

· support community/voluntary agencies in rural areas.

In Budget 2001, for 16 Heartland Services, Cabinet approved $0.453 in 2001/02, $0.606 in 2002/03, $0.606 in 2003/04, $0.606 in 2004/05 and outyearsTP
PT. In Budget 2002, for a further 9 sites, Cabinet approved $0.441 in 2002/03, $0.331 in 2003/04, $0.331 in 2004/05, $0.331 in 2005/06, and outyearsTP
PT. In Budget 2003, for a further 5 sites and a trial of two special-purpose centres in urban locations, Cabinet approved $0.374 in 2003/04, $0.325 in 2004/05, $0.325 in 2005/06, $0.325 in 2006/07, and outyearsTP
PT.
The first sites were opened in 2001. There are currently 28 Heartland Centres operating around the country, three more than first planned. Two more urban centres are soon to be opened.
An evaluation of the Service sponsored by the Chief Executive of MSD commenced in April 2003.
Evaluation approach
The approach adopted for the evaluation was to focus on the awareness of Heartland Services and aspects of its operation. Corroborating evidence about the performance of Heartland Services was sought from coordinators, service managers, key community representatives, government agency representatives (as clients of the service), and local residents (as clients and potential clients of the service).

The methodology for the evaluation involved a combination of census, random, snowballing and convenience sampling techniques as befitted the type of questions asked, the availability of sample frames and resources. Structured and unstructured interviewing techniques and direct observation were employed, again according to the nature of the questions to be asked.

The evaluation was based on the following data sources.
1. A structured telephone survey of the coordinators who were in offices opened when the evaluation commenced in April 2003 (n = 24).
2. A structured telephone survey of the managers who were in offices opened when the evaluation commencedTP
PT in April 2003 (n = 21).
3. A structured telephone survey of community groups. Two hundred and twenty-three groups of a possible 441 identified as being in the vicinity of all 24 Heartland sites were interviewed. The sample was randomly selected within each of the 23 Heartland areas.
4. Unstructured face-to-face interviews with 

· Heartland coordinators

· Heartland managers

· local key informants (for example local government, REAP (Rural Education Activities Programme)
· government agency representatives.

The interviews were undertaken across seven sites: Westport, Takaka, Kawerau, Murupara, Dargaville, Kaitaia and Taupo. The sites included each of the four different site types (Work and Income, community, separate and Courts).
5. Semi-structured face-to-face interviews with a convenience sample of 155 residents during our site visits (approx. 26 residents per site).
6. Direct observation of public and coordinator interaction, site layout, advertising and signage at the Westport, Takaka, Kawerau, Murupara, Dargaville, Kaitaia and Taupo sites.
Key informants, residents and government representatives were provided with an assurance of anonymity and confidentiality.  With the agreement of respondents, some exceptions to this assurance were made because occasionally the issue under discussion immediately identified respondents. For example, comments about the outfitting and dimensions of a particular office. 
A detailed methodology is presented in the appendix.

Awareness

If people are not aware of Heartland Services, they cannot use it. Overall, awareness about Heartland Services amongst the communities we visited appears low. Awareness seems to vary by site type. Work and Income sites have higher community awareness than Courts-based sites but both have lower awareness levels than community-based sites. Naturally, each individual site also has differing levels of community awareness. Levels of awareness ranged widely, from 10% through to 100%.
How people become aware of Heartland Services varied by site. This variation accorded with the most popular advertising medium. For example, people from some areas were more avid readers of their local newspaper and, correspondingly, close to 100% of respondents had heard of Heartland Services through that medium. At other sites, people heard of Heartland Services when they went into the building for a different service, for example another community service, optician, or Work and Income. This suggests that any future advertising strategy will need to build upon local tactical knowledge about the best advertising channels.
Effect of signage on awareness
Signage is a significant feature of any enterprise’s advertising strategy. It can be a cost-effective way of cultivating long-term awareness and marketing services or products. Good signs should promote something about the image of the enterprise and communicate clearly the type of services or products available. Signs are also geographic markers and can be used to communicate the location of an enterprise to new clients or customers.
One means of increasing awareness of Heartland Services is through the signage outside the building. A big sign displaying the “Heartlands” title will tell people what is in the building and, if they hear the name later, they will know where it is. Some of the signage we viewed did not do this. In particular, at the Work and Income offices we visited, the street signage was at best minimal.

The Kaitaia Heartland centre had a similar small sign to the one pictured in Figure 1 (Dargaville) on their street-level windows. Both Kaitaia and Dargaville were clearly, first and foremost, Work and Income buildings. However, signage problems are not restricted to Work and Income buildings. In Kawerau (Figure 2), the Heartland centre is located in a community building, and their signage is also minimal.

I think the main thing would be to get maybe a bigger signpost for Heartlands because Work and Income has a very nice big post, you know, signpost for them. The Heartlands sign is underneath but the square is, I wouldn’t think it’s eye catching, if you know what I mean. Maybe if the sign was a bit bigger it might stand out and just get people more aware of where we’re located.

Heartland Services coordinator

Though the roadside sign at Kawerau is large, it is difficult to read from the road owing to its colouring and placement. Figure 2 also shows that the largest element on these signs is the Heartland Services logo. Building awareness through signage using an enterprise’s logo makes sense in combination with other branding strategies. Over the long term the signage can capitalise on short-term focused advertising strategies to promote the “Heartlands” logo.
One problem with [the Heartlands building] is that it is not well signed and people sometimes walk the length of the main street trying to find us because we are at one end of it and it is not well signed.
Heartland Services coordinator
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Figure 1: Dargaville – This small sign (right), roughly 30x30cm, is the only Heartland Services signage on the outside of the building.
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Figure 2: Kawerau – This sign (left) is large but the text on it is illegible from the road and the outside of the building (right) is bare.
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Each Heartland centre also has a sign showing which agencies are visiting and when. At only one site we visited was this sign in a prominent position. At all the other sites, someone would have to enter the Heartland building in order to see the sign. Moving these signs for greater prominence is recommended.
Figure 3: Heartland Services Westport, the agency list is behind the tree.
At some sites, the information concerning visiting agencies on these signs is now out of date. The coordinators either have to explain the difference to clients who come in, or amend the sign themselves. This needs to be addressed, as it gives an impression of disorganisation and looks unprofessional. A solution discussed at the 2003 Coordinator Conference involved a sign with movable slats to indicate which agencies are in on a particular day.
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Figure 4: Example of changed sign

The improvements that are suggested to the signage indicate the “low cost”TP
PT solution advocated at the outset of Heartland Services. Although perhaps necessary for financial reasons, this solution is unwise in the longer term. We note from MSD recordsTP
PT that the approach to placing signage was also to be implemented to suit the needs, and with the agreement, of local community and service providers. We encountered no recollections from the managers or coordinators interviewed, of that approach being the case. Any movement of signs should follow this original line of advice.
Branding and name
To date, there has been no national marketing of the Heartland Services brand and logo. Word-of-mouth appears to be the primary means of spreading brand awareness.
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Figure 5: The Heartland Services logo

As can be seen above (Figure 5), the logo is distinctive. However, there is a problem identifying what kind of service Heartland Services provides. To capitalise on the distinctiveness of the logo, brand awareness needs to be improved. This could be achieved by clearly setting forth a simple description of Heartland Services that is strongly associated with the brand, helping to dispel the ambiguity we encountered.
… When first asked thought it was something to do with children or a TV show … 
… Thought [it] had to do with hearts until I had to use it … 
[The name] “Heartlands” for me is about hearts. Basically it is a government info centre. The name is all wrong. They need to get back to basic English.
Residents survey

Many participants suggested phrases along the lines of “government information centre”.
This confusion over the name appears in the survey of residents we undertook. Of the residents who said they had heard of Heartland Services (77 of 155 respondents), only 13% gave an accurate description of the purpose of Heartland Services. Over half (55%) of those who had heard of Heartland Services gave an inaccurate description or misrepresented the purpose, for example, Heartland Services was confused with the TV show of the similar name hosted by Gary MacCormick.

Many have thought Heartlands is something to do with hospitals and hearts. I had three people thinking that last week. Personally I can understand this as “Heartlands” can sound corny and the logo doesn’t explain the service. People say that it would be better if the name for the service said what it was about. I would prefer a name that portrayed what I do.
Heartland Services coordinator
Residents suggested that television advertising would be a good investment. Less expensive regional television options could be explored and the advertising did not need to be extravagant. 
TV is often all people have as a contact with the world outside town (ie not newspaper or radio, some areas outside of radio coverage). Need [to have] a nationwide TV ad campaign to ensure it gets to everyone.

Residents’ survey

We would suggest that the Heartland Services brand be amended to include an active or descriptive phrase or similar, for example “connecting people to government services” or “government information centre”.
Relationship between location and awareness
Overall, awareness of Heartland Services across the communities visited was quite low. However, levels of community awareness were observed to differ between communities, by site type and region and by individual sites within regions.
While the two Work and Income sites included in the evaluation field work had higher levels of awareness within communities (26.1%) than Courts sites (n=1) (10.0%), both had much lower awareness levels than community-based sites (n=3) (80.0%).

Residents and community groups indicated there were associations with Work and Income and Courts buildings that deterred some people from accessing Heartland Services located in those buildings. This association is also a barrier to awareness in all areas with a Work and Income or Courts based Heartland centres, as some people are less likely to enquire about the service.
The site type can influence perception of what and who the service is for. Locating Heartland Services in a Work and Income or Courts building associates it with services for people with low income, beneficiaries or those dealing with justice issues. This can be seen in the quotes below. While there is an argument for placing Heartland Services in the reach of the most disadvantaged in society, we note that the effect of doing so may limit the range of people who might use it.
… The location in Work and Income sounds like it is only for beneficiaries … 
… [I am] not receiving benefit so [do not] believe the service is for [me] … 
Residents’ survey

Community-based sites are also able to leverage off their integration within existing community infrastructure. This arrangement works better than a Work and Income or Courts building, where clients come in mainly for the services provided by those agencies. Community-based sites may not always match the volume of people who visit government agencies but they could have a more diverse client base.

Another advantage of community-sited Heartland Services is the opportunity for advertising. A few of the community-based sites are affiliated with the local radio stations and so can get advertisements for cheaper than the normal cost or free. Work and Income sites reported that they had problems getting advertisements into “community notice” spaces on local radio or in the local newspaper because they were seen as a government organisation.

Community-based Heartland sites also appear to have a lead over Work and Income and Courts sites in the amount and extent of contact they have with other community organisations. During our evaluation, we found at some sites that key members of the community (such as the Salvation Army and the local library) did not know about the service and, correspondingly, those sites had low awareness levels. Coincidentally those Heartland sites were based in Work and Income or Courts buildings.
Effect of different advertising practices on awareness
Newspaper advertising, coordinator visits and word-of-mouth from community groups seem to be the main channels through which community awareness is raised. In one instance, cinema advertising was used. This advertisement was mentioned by quite a few respondents in that area. Amongst those who used it, radio advertising was rated well. In some places, however, the newspaper was the only form of advertising mentioned. As mentioned, television advertising on a national scale may be a good investment.

Table 1: Means by which residents first become aware of Heartland ServicesTP
PT
	 Area
	Word of Mouth
	Radio
	Newspaper
	Saw sign
	Other

	Westport
	100.0%
	 
	 
	 
	 

	Takaka
	30.8%
	7.7%
	57.7%
	15.4%
	23.1%

	Dargaville
	25.0%
	 
	37.5%
	12.5%
	12.5%

	Kaitaia
	 
	25.0%
	 
	 
	75.0%

	Kawerau
	13.3%
	 
	6.7%
	40.0%
	40.0%

	Murupara
	9.1%
	9.1%
	18.2%
	22.7%
	54.5%


Source: Residents Survey 2004, Question 3

Most of all, awareness and the variation we observed in awareness can be attributed to the different practices for disseminating information about Heartland Services. We believe this variation can account for more discrepancy than the type of site.

For example, one coordinator at a community-based site advertised in a local weekly newspaper that almost everyone read. This was how nearly all respondents’ first became aware of Heartland Services. In another similar site, the coordinator advertised in the local newspaper but only once every month and the readership of this paper was much lower. This newspaper was not mentioned as a source of awareness by residents. This example points out that similar strategies can produce different outcomes, and approaches to boosting local awareness will need to be individually tailored.

Awareness is largely influenced by the funds available for direct advertising. Each Heartland office has a budget of $500 a year for advertising, but this amount was reported to be inadequate by coordinators and managers. For example, casual advertising in the Gisborne Herald (an example of a rural newspaper) is $6.40 per column centimetre plus 25% for placement after page 3TP
PT (100% for placement beforehand). Thus, a once only, modest two-column by 12 cm (no colour) advertisement would cost $192 or 38% of the annual budget. If the advertisement were run twice, it would exhaust the budget. Nearly all the coordinators we spoke to have placed photocopied flyers up around the area or tried other low-cost methods of raising awareness, but more can be done.
Whatever the budget, the effectiveness of advertising could be improved by establishing a means of sharing the innovative and clever approaches we observed being used to make the most out of the current budget. These practices could be wrapped up in a media plan for National Office, managers and coordinators. It should include timing of the advertising, the media, the likely number of people who would be reached, and the budget required.
Coordinators state that there is a lack of clarity and direction about promotional exercises and feel they would benefit from expert assistance. They requested assistance in a number of areas. Some of the ideas they offered were:
· the development of a PowerPoint presentation by National Office to be used by each site for local presentations
· a 1–2-year advertising and promotion strategy, including a media plan 

· an annual Heartland Expo in each region

· regional liaison with other coordinators and/or an annual national conference to share information, strategies, successes, problems and ways of overcoming common operational pitfalls.
Contribution of the Heartland Services website to awareness
The Heartland Services website (www.heartlands.govt.nz) plays a role in supporting the awareness of or understanding about Heartland Services. The description of Heartland Services available on the website is straightforward and brief but provides little detail on the intent of the service.
Heartlands Services is an across government initiative which improves access to Government services for people in provincial and rural New Zealand.

Heartland Services website

This description of Heartland Services is similar to the brief description of a similar Canadian Rural Information Service.
A network of 223 in-person offices offering one-stop access to information on Government of Canada programs and services.
Canadian Rural Information Service website
A more action-oriented description of the purpose and functions of the service would help communicate the intent of Heartland Services. The following tables contain the mission- and vision-orientated statements of selected rural service organisations as featured on their respective websites.
Table 2: Mission and vision statements of similar services

	Organisation
	Mission statement

	Department for Environment, Food and Rural Affairs (United Kingdom)
	DEFRA works for the essentials of life – water, food, air, land, people, animals and plants.

	United States Department of Agriculture
	We provide leadership on food, agriculture, natural resources, and related issues based on sound public policy, the best available science, and efficient management.

	Organisation
	Vision statement

	United States Department of Agriculture
	To be recognized as a dynamic organization that is able to efficiently provide the integrated program delivery needed to lead a rapidly evolving food and agriculture system.

	Canadian Rural and Remote Health Association
	We envision a country in which everyone has an equal opportunity to enjoy a healthy life and excellent health care.


By focusing on the intent of the services rather than their description, mission and vision statements on the website could work over the long term to improve understanding of Heartland Services. The website is an ideal place to present these types of statements, as people who are using the internet are engaged in a deliberate search activity for information. Mission and vision statements should be designed in collaboration with stakeholders.

Other strategic inputs
Now that Heartland Services is established and, based on the evidence gathered, is functioning well, it is time to turn attention to increasing the effectiveness of the service and to establish long-term plans for Heartland Services. The types of activities that would support long-term development of awareness of Heartland Services include:

· regular monitoring of the awareness of Heartland Services, perhaps included in existing customer research programmes operated by MSD or market research companies

· a small-scale client satisfaction research programme to monitor client feedback 

· information and practice-sharing amongst Heartland centre operators (the website or service-wide newsletter could easily accommodate this purpose).
Summary

The strength of the Heartland Services initiative is the reliable and dedicated service we observed being delivered within the centres. However, relying on this alone to build awareness of Heartland Services has not been effective, and we recommend more concerted promotion utilising some of the innovative ideas trialled by some Heartland centres.

Place

As discussed previously, site type is one of the major factors relating to the effectiveness of Heartland Services. Although cost is a major factor in choosing a building in which to site a Heartland office, there are other considerations which were found to impact on the effectiveness of the service.
Effect of location and space on service
We recognise that compromise on office location and space will impact more in rural and provincial than urban centres, which have a greater range of office space available. The choice of building within which to locate Heartland Services is more important than physical parameters alone. Beyond the need for functional services such as meeting rooms and telecommunications, it also seems necessary to get a building with the right “feel” from the perspective of local users.
Placement of the site within the township is a good example. If it is decided to locate the Heartland centre outside of the Work and Income or Courts buildings, then its location (for example, on a main street or in the middle of a shopping centre) can have positive or negative consequences. Sometimes a trade-off is necessary, (that is, a good place within the township can inadvertently give rise to other problems) as illustrated in the following quote, so careful consideration and community consultation is recommended.
It’s next to the pub so we get a lot of drunken people walking past throughout the day. Sometimes they come in and just speak very loud when the government departments are in, they are just asking for forms or just poking around through the displays. But they are not really that much of a problem because they are still looking at the services.
Heartland Services coordinator

Sharing limited floor space has become a problem for some Heartland offices. These offices want to increase their service capacity but are competing for space with other services, or there is a no more room in the building.

[The building] can [cause problems], because it is not very big. The area that we have for Heartlands Services is not a very big area when we have other things within Work and Income – at the moment Housing New Zealand is housed here, and so we have other agencies that come in on different days and our reception area, foyer area, waiting area is not very big so it can cause a bit of foot traffic.

Heartland Services coordinator

There are also a few other problems that differ from site to site but are equally important. The ability of Heartland Services to create links between government and rural communities mitigates the impact of these problems.
It doesn’t have wheelchair access from the front door so on several occasions – I have got one person in particular who comes along in his mobilised wheelchair and he has to be dealt with on the street.

… and also there is a step up into the office where people with crook hips and things, they have great difficulty and they have to hold on to the side of the office, it would be good to have a rail or something for them to hold on to. So at the moment it is not really suitable for people with disabilities.
Heartland Services coordinator

[image: image11.jpg]



Figure 6: The Kawerau office door
The front door to the Heartlands centre has become a bit of a problem for people with pushchairs, wheelchairs and mobility scooters. We have a lot of people with these forms of mobility as Plunket is housed in the centre and so is Pacific Health – Community Health and Disabilities Clinic. The door is a heavy wooden one and is barely wide enough for an electric wheelchair; one lady that frequents a lot is always scrapping the sides of the door with her electric wheelchair. Not to mention the fact that I feel like a yo-yo some days – having to get up and open the door for all the mums with pushchairs and the elderly on their mobility scooters etc. Automatic doors are needed.
Moana Ratana – Coordinator Heartland Services Kawerau
The door at the Kawerau Heartland centre has become a literal barrier to people using the centre, but compared with some of the barriers such as awareness, isolation, and Work and Income/Courts stigma, this can be easily resolved.
We use this one example to recommend a brief survey to be undertaken of all Heartland Service Centres to address these issues. Doing so would improve service usage, quality, and client satisfaction.
Government agencies

The representatives of government agencies interviewed liked the Heartland Services concept. This was because either, with Heartland Services, they can now offer a rural service or, through Heartland Services, they have a regular room and facilities. Some also reported that it was good to have a neutral venue in which to discuss sensitive issues. Work and Income and Courts buildings are not considered to be neutral.
We did home visits, to marae or any other facility for discussion. Having the [Heartlands] around is good because it is a neutral venue. [My] visits can involve families and be tense, so it is good to have the Heartlands, which used to be a doctors clinic, and is good for privacy and a confidential discussion.

Visiting agency representative
Issues raised by visiting agencies related to not having a separate phone line for their laptops and a lack of privacy.TP
PT The lack of privacy was mostly a concern reserved for the open plan set-up in Work and Income based sites. The openness that creates a safer working environment for the Work and Income staff can generate feelings of vulnerability amongst Heartland clients discussing confidential information. This was reported by the agency representatives, particularly by an IRD representative who sits less than two metres from the Work and Income waiting area. Confidential or personal business with one agency should clearly not be transacted within earshot of another. This situation may worsen as services expand and have more permanent agency representatives.
Effect of the building on signage
While we have already discussed signage in the “Awareness” section, building choice is important for good signage and raising awareness.
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Figure 7: Heartland Services Murupara
In this example from the Heartland Services in Murupara, the building is in the middle of town. It has signs on its windows, like other Heartland centres, but it also has a large sign on its roof. This sign is possible because the building has a large chimney-like feature (not in shot). Combined with its position in the township, this is a good example of using building features and good location to aid rural connections to government and create awareness.
Safety

Government agencies and coordinators were positive about the improvement in the personal safety of all staff offered by Heartland Services. This was mainly expressed by coordinators at Work and Income based sites. Coordinators at community-based sites did not outwardly express safety as a benefit but did not list it as a concern either. However, representatives visiting community-based Heartland centres did express that they were glad for the additional security. The representatives who previously visited rural areas travelled to the client’s house or a similar location where their safety was a concern to them.
I showed up for a meeting at a client’s house. When I arrived I realised that there was just the single male there. So it was good to be able to say let’s just go down to the Heartlands.
Visiting agency representative
An advantage of Work and Income and Courts sites is their high levels of safety and the security systems already in place.
The apparently good level of safety at some sites is commendable but further improvement is needed at others. The layouts and outfitting of different locations afford differing levels of security. Good examples contain:
· alarms that go to the police station
· meeting rooms with at least two exits
· security guards.

Poor sites have:

· no security alarm or alarms that sound just like the telephone and are unlikely alert anyone
· meeting rooms with only one exit.
When setting up new sites, we recommend a review of existing security arrangements, with a focus on staff working unaccompanied in a Heartland Services site.
Effect of locating in community or government offices
The primary consideration when setting up a Heartland office should be whether it is to be located in a community-based building or in a government-based building (Work and Income or Courts). Our data (qualitative and quantitative) indicate advantages in locating Heartland Services in community facilities rather than in a government building.

Figure 8: Heartland Services Taupo
Heartland Services Taupo illustrates an alternative to the usual Work and Income based Heartland centres–a compromise that preserves most of the advantages of community and government building locations. It is situated above the Taupo Work and Income office and next to the Department of Child, Youth and Family. The Heartland centre has its own entrance, which is separated from the Work and Income office by a wall (Figure 8). However, the coordinator has access to the Work and Income/MSD computer network, and the Work and Income security guard does a regular patrol through the Heartland office. When these factors are added to the meeting rooms and community-minded, professional coordinator, this site works well as a “Work and Income based” Heartland centre.TP
PT
Many residents and key informants said that Work and Income and Courts based Heartland centres carry an association that would make them feel uncomfortable going into these offices to discuss their problems. This contrasts with the opinion of those who worked in Work and Income based Heartland centres who often remarked on the convenience of being located in the same building.

A lot of my clients tend to be lower income earners anyway, which let’s face it a lot of those are beneficiaries. So being in the one building makes a huge difference for them, because if they are here seeing their Case Manager then they will often waddle down to me and make an appointment for the necessary agencies. It is a convenience thing.

It is more handy for people if they are in seeing their Case Manager. They can also jump over to the Heartlands side of things, and get opinions or advice from Inland Revenue, or ACC or whoever is there at the time.
It is a centre point, clients that come here for Work and Income New Zealand also come for other things like Housing New Zealand, Inland Revenue. They find it really good that they can come and have an appointment with both agencies, and sometimes with three agencies on the same day.

Three Heartland Services coordinators

While a Heartland centre based in a Work and Income building does seem to be an asset for beneficiaries, this does not necessarily reflect the intent of Heartland Services.
Effect of office location on perception of target group

Heartlands Services is an across government initiative which improves access to Government services for people in provincial and rural New Zealand.

Heartlands Services is about improving access to Government services for people in provincial and rural New Zealand. It is also about providing more support to local voluntary groups.
Heartland Services website

Coordinators, visiting agency representatives, and some key informants from Work and Income based sites said that Heartland Services’ co-location with Work and Income was beneficial to Heartland Services clients because they were Work and Income clients as well. However, as mentioned in the “Awareness” section, placing Heartland Services in a Work and Income office can lead to confusion about who should or should not use the service. This leads to the question on how to overcome this barrier for the non-Work and Income clients who require access to government services.
The perception is likely to be that Heartlands is there for Work and Income clients. People would think that it was like Legal Aid which is not available for people over a certain income level. There’s no way I would go there and suggest that it would be the same for colleagues. For example, I wouldn’t be inclined to go there and lay out our personal affairs, for example, a tax issue, when our clients would also be Heartlands clients. 
Key informant
This view was supported by coordinators in Courts and Work and Income-based Heartland centres. One estimated that negative Work and Income stereotypes (stigma) might exclude as much as 25% of the community accessing Heartland Services. This view suggests the possibility that a large minority of the community are not accessing Heartland Services.

Visiting representatives at one site, who were aware of this issue, have started providing services outside the Heartland building. Whether such moves are the result of the “stigma barrier” or part of a more broad-based approach by other agencies to provide rural services, they are inconsistent with the intention of Heartland Services, which is to provide a one-stop shop for services.
We have had feedback that for some there is a stigma attached to going into a Work and Income building. As a result we also targeted clients via community budgeting services and Māori community workers. Mini tax-clinics at smaller centres are also held.
Visiting agency

These examples are in stark contrast to those we received from community-based centres. For instance, a community-based coordinator made the following report.
It’s so good that it’s [Heartland Services] here and part of the Community Centre. People have said that if it was part of Work and Income they wouldn’t use it. It’s a stigma issue and about lack of privacy.

Heartland Services coordinator

Some community groups also appeared to be inadvertently excluded from Work and Income based sites.
Moreover, some community groups themselves were reluctant to use Work and Income sites. They preferred community-based sites for reasons such as rooms available for meetings, available resources (for example, photocopiers, kitchen), and a “more comfortable feeling” (for example, can have a cup of tea). There were no concerns that a community-based site would not have as much “clout” as a Work and Income or Courts-based site.
Are there any issues that are currently restricting people in your group using the Heartlands Service Centre?
Some people … feel exposed because of where the HSC [Heartland Services Centre] are in, because they are situated in Work and Income.
That it is situated at Work and Income.
[For] the community in general it’s with Work and Income being in the same building, maybe if they were in a separate building or maybe look at a mobile service.
I don’t think it’s is very helpful in the Work and Income building.
Community groups’ survey

In contrast, Work and Income and Courts based sites seem to offer little or no extra services for community groups. This is not to say that Work and Income based sites will turn community groups away; it is more likely that community-based (and separate) sites can offer them more.

Community group people come in [to the Heartland centre] but as individuals and not on behalf of their group. There are certain security requirements at Work and Income sites, and there are locations such as the Baptist Church, the Cubs Hall etc which are better set up for holding meetings. Here we don’t have access for cups of tea etc. 

Heartland Services coordinator

There are protocols which Work and Income buildings especially seem to have that would preclude community groups from using the Heartland centre. These protocols seem to be mainly about staff safety and trying to get equipment or facilities, like extra phone lines or computers.

Effect of competing service roles
Despite their contractual arrangements, those coordinators who work in Work and Income and Courts based Heartland centres often consider themselves to be Work and Income or Courts receptionists first and Heartland Services coordinators next.

My main role here is the Work and Income receptionist, I do those other [Heartlands] jobs as well but my main role is Work and Income reception.

Heartland Services coordinator

This situation leads to the goals of Heartland Services competing with and sometimes being displaced by the goals of Work and Income or Courts.TP
PT
This sort of competition and displacement was easy to see when we compared two Work and Income-based sites with the community-based Heartland centres we had visited earlier. At one of the Work and Income sites, there was an almost constant queue of clients – mainly Work and Income clients – at the main reception desk, meaning the coordinator had little chance to spend time with any lengthy Heartland Services inquiries. At the other Work and Income site, there was a separate desk (still in the Work and Income foyer) for Heartland Services and a specific coordinator for Heartland Services. This worked slightly better, as the Heartland coordinator would help the Work and Income reception when not busy and the Work and Income reception would look after the centre during lunch breaks. However, this second coordinator still seemed to have a Work and Income approach to clients, for example, trying to get clients in and out as fast as possible rather than the more relaxed and open style of community coordinators.
Queues seem to be a problem at Work and Income sites. Long lines of predominantly Work and Income clients keep the coordinator busy (if there is no Heartland Services specific coordinator). At one site we visited, the coordinator worked continually, had lunch at her desk and had very little time to devote to Heartland Services issues. Compounding the problem caused by the large numbers of clients (the line was never shorter than about nine people) were the Work and Income procedures that had to be followed with every client who came in. At another site, the coordinator told us that she could only give us half an hour of her time as she was too busy; again, there were constantly long lines of clients at her desk.
The idea that government-located sites (Work and Income and Courts) attract more people is not supported by the transaction data captured by MSD. The mean volume of transactions for community sites in data recorded back to 2001 is actually greater. Our analysis of the transaction data suggests that there is no evidence to conclude that the volumes of Heartland Services transactions are significantly different between government and community sites.TP
PT So, while queues are reported as causing problems at Work and Income offices, this is because of the substantial difference in the processes involved in completing a Heartland Services type transaction versus a Work and Income type transaction rather than the volume of transactions per se.
Summary

With a limited range of office spaces to choose from, there are challenges to finding a suitable location and space to locate a service like Heartland Services in rural and provincial New Zealand. There are a range of benefits and trade-offs evident amongst the places we examined. But the weight of importance attached to each compromise could be shifted to help improve the effectiveness of the service. For example, while Work and Income and Court sites are most likely:

· safer

· more convenient for staff

· possibly less expensive to outfit.

They also pose particular challenges to increasing the range of clients and quality of service because of:

· the negative associations people make about them
· the competition for space and time for the different services
· client privacy problems.
Community-located sites on the other hand offer greater focus on Heartland Services and are better differentiated from government services. If a community-based location is not possible, the example shown in Taupo is our next preference because it differentiates Heartland Services from a mainstream government service, yet provides the benefits of being located within a government service.
People

Coordinators are arguably the most important component of Heartland centres. Without a good coordinator who can establish and maintain rapport and help people access the government service they need, the service would fail in its endeavours. None of our evidence shows any of the coordinators doing a poor job, although some stand out in their role.

Most coordinators appeared innovative and adaptable, and all said they enjoyed the job and the challenges it posed. More support for them will ensure service expectations can remain high.

The majority of those who use the Heartland Services like it and find it helpful. Some users still have unmet needs, however, from the government agency representatives to Heartland clients.

The Heartland Service is in essence about linking people to other people (rural new Zealanders to government agency representatives). It is thus a tool for increasing the stock of social capital in rural and provincial New Zealand.
Interpretation of the coordinator role
The way coordinators interpreted their role is apparent in their service style, from “short and sharp” through to “open and laid back” – although all were courteous and professional. The style that seems most suited to a coordinator role is flexible, adaptive, innovative, and open, as illustrated below.
I am quite happy for you to use the “cows story”. It has gone down in the Heartlands folklore here!!
One of my most interesting queries was from a man who was concerned about dead cows and calves floating down the Aorere River and landing up on the beach at Collingwood – what could I do to help? After much to-ing and fro-ing I discussed the matter with the Federated Farmers rep who was horrified to hear about the problem and undertook to put a notice about this in the local Federated Farmers newsletter which, he assured me, would have instant effect! Apparently the problem is resolved as there have been no further reports of dead cows on the beach.
Wendy Earle – Coordinator, Heartland Services Golden Bay

This type of flexible, adaptive behaviour is invaluable in a work environment that is not always predictable and where it is not easy to categorise problems and treat them in the same way.
All the coordinators are friendly and approachable. For clients coming to Heartland Services with a problem, a friendly face is always appreciated. Kitchen facilities were listed by some sites as another service that they could offer clients and, at the sites we visited that had kitchens, tea and coffee was offered to all visitors. One coordinator keeps mints on her desk to “keep people’s spirits up”. These little touches demonstrate a genuine concern on the part of the coordinators to put people at ease and encourage them to come back again.
The ability of coordinators to provide the same flexible, adaptive, and helpful service across all Heartland sites, particularly the Work and Income and Courts sites, varies. The coordinators in some sites have a more difficult job balancing competing work roles and the different expectations around these. We saw this most in centres dealing with long queues such as Work and Income. The policies and processes that sit behind the Work and Income or Courts services are suited to the primary role and function of those agencies and the type of service they provide. The difficulty arises when coordinators are asked to combine roles.
Needs of coordinators and effect on service delivery
Coordinators raised the following issues as affecting their ability and capacity to maintain good service:
· sickness and leave cover
· hours of operation

· pay rates

· training.
Sickness and leave cover

Each of the seven coordinators that we visited told us that they did not have a replacement when they were sick or otherwise unable to come to work or during breaks. Cover for the coordinator when they are unable to attend work is the responsibility of the group that holds the Heartland contract; this is MSD only in the case of Work and Income based centres.
One resident joked that the only thing that would improve the service would be if the coordinator “worked through her lunch hour”. The coordinators are only contracted to work four hours a day; hence lunch breaks are not included.
At Work and Income sites, there is usually someone to “mind the desk” for brief and long-term absences. This is often not available at community sites that may need to review ways of managing brief and long-term absence.
Hours of operation

Many respondents, including coordinators, key informants and residents, agreed that the centres needed to increase hours of operation from the current 20 hours per week. The suggestions ranged from increasing the service by five hours a week to changing the coordinator role into a full-time position. All coordinators housed in community-based facilities reported that they carried out up to 10 extra hours of unpaid work per week.

Those living in the community especially asked that the hours be extended. Most Heartland centres are open from 10.00 am to 4.30 pm and they need to be open outside business hours.
Pay rates

The coordinators, visiting agencies and key informants were concerned about the coordinators’ salaries. Key informants worried that the salary was too low to retain good staff. Some went so far as to suggest undervaluing of the skills required for the position. This issue becomes more apparent when considering the amount of unpaid work that many coordinators undertake of their own volition.

Much of the expansion within the centres and the necessary “extra mile” service that goes into the Heartland Services comes from the coordinators. Respondents felt that the current pay rate does not reward this.
Training

Most of the coordinators received no training upon commencement into the position. In the telephone survey the coordinators indicated that they would like training of some kind and most of the coordinators said that it would also be useful to receive training from the agencies about the services they offered.
Training from the actual agencies themselves would be good. Doing some of the more menial things like filling in some of the forms. I take a guess at what Housing New Zealand requires as far as their applications so just to know exactly what that is. Their basic processes I think would be quite good.
Instead of an individual person telling me about IRD or something it would be good to have a government [department], one department, like MSD, giving us that overall view of breaking down, where to go for something or other, right from the beginning. Break down the departments, right down eg someone asks for citizenship or something, where you go, what is the next step and the one after that.
Training from each of the departments, in finding our way around their website and what their expectation is of our role. This could be done in the form of a “starter kit”.
Various Heartland Services coordinators

A new coordinator located in a Work and Income office, will take on the behaviours and culture expected in Work and Income rather than those of Heartland Services.
A lack of training leads to discontinuity of service across sites. For example, at one site, the coordinator may see their role as assisting the community in any way they can and doing tasks like writing CVs, while the coordinator at another site may restrict their role to coordinating appointments for government agencies.
Heartland Services users

Users of Heartland Services, both providers and clients, are generally happy with the service.

Visiting agencies

When interviewed, visiting agencies attributed the usefulness of the Heartland centre to a number of factors. These mainly include having a location that is consistently available for meeting clients and everything that follows from that, such as the opportunity to liaise with other agencies in order to help clients. A few of the agencies said that the sharing of information between themselves and Work and Income had been very helpful. However, this has wider implications.TP
PT
Problems were also identified, such as not having enough space or privacy, and not having the resources needed to deliver the full spectrum of services.

We spoke to three agencies who were clients of Heartland Services. All were very supportive of the scheme and quite clear about how Heartland Services was able to help them. We interviewed an IRD representative, a Māori Land Court (MLC) representative, and two Housing New Zealand Corporation (HNZC) representatives each in a different area. In Taupo, we talked to a health provider from a non-government agency who visited the Heartland centre to provide services. All of these agency representatives visited more than one Heartland site; all agree that the feedback they receive from clients about Heartland Services is positive.

The agencies agreed that the service is meeting the client’s needs, with some caveats:

· in general, bad feedback is not often given

· the need to “grow the service”.
The agencies like the coordinators, who they see as easing some of the workload. Some would like to see them do more, for example, screening clients for HNZC.

The consensus is that Heartland Services is very good, mainly as it provides a place to meet with clients.
The main sticking point for the agencies seems to be actual resources available at the different sites. This includes internet access.TP
PT
An issue from the beginning was the lack of a landline for IRD’s use. This meant that [the representatives] often had to go back to the [closet head] office and check electronic databases and then get back to clients. Recently IRD provided a laptop with a wireless internet connection which has helped a lot but a landline is still considered necessary so that dial up access is available to both staff.

Visiting agencies

In certain sites, the agencies have a problem with space as they wish to expand their service. One of the agencies we spoke to (HNZC) has a permanent desk in a Heartland office and wishes to increase their staff numbers to improve their service, but there is just not enough room in the office to allow this. Many of the sites based in Work and Income buildings seem to have this problem. As mentioned before, Work and Income policy makes it harder to offer resources like a separate phone line. The problem of space is compounded by the numbers of clients that come into the various offices around the country. If there are large numbers of clients coming in, lining up, sitting down and waiting, then this can impact on the space available for the agencies. Beyond the physical problem, there is an issue about confidentiality. IRD deals with sensitive client information and, if there are others sitting quite close to the IRD “area”, then this information may be overheard.
We have only had one client who has asked for a private room. We can always offer this. The proximity of the desks means that privacy could be an issue. We need to be careful that conversations are not heard when visiting agencies are here or when people waiting to see Work and Income staff are sitting nearby.
Visiting agencies

HNZC in both areas revealed that there was some information sharing between them and Work and Income. There need to be clear protocols in place to avoid breaching of the Privacy Act.
Other than sharing information, the ability of agencies to work together is limited by which days they come to the Heartland centre. If the agencies are not in the building at the same time, they cannot easily engage with one another. The MLC representative told us that she had changed the day which she came to the Heartland centre so that she could be there with the Te Puni Kōkiri representative with whom she had overlapping clients. The MLC representative felt strongly that the Heartland centre could be a catalyst for agency interaction, as this was one of the big ways that the agencies could better aid clients. The Taupo coordinator has, for example, organised an expo for various government agencies, which involves coming together, talking to one another, and advertising their services to the public.

Other users

Other key informants we spoke to that were housed within the same building as the Heartland Services, or were regular users of the service, reflected much of what the visiting agencies related.

The coordinator is seen as the keystone of the service. The informants had heard no negative feedback about the service. One key informant from a community organisation remarked that, if there was going to be any complaints, she would have heard it by now, as people were always complaining to her about various services.

Does Heartland Services help to build social capital?
Social capital is a social construct that endeavours to represent the tangible benefits which individuals accrue by virtue of their relationships with others in their communities. Social capital is a function of the pattern and strength of networks among people and the shared norms and values which arise from those networks. Discussion of social capital in the literature generally includes references to citizenship, 'neighbourliness', social networks, and civic participation. The accumulation of supportive interpersonal networks is central to social capital.

Such personal relationships are held to accumulate through people interacting with one another in families, workplaces, neighbourhoods, local associations, and a range of informal and formal meetings. There is evidence to suggest that adaptive relationships and networks in communities result in better health, higher educational achievement, better employment outcomes, and lower crime (ABS (2000), Putnam (2000), Cote & Healy (2001), Woolcock (2001)).

Different types of networks are held to underlie positive outcomes. 

· ‘Bonding’ social capital refers to outcomes or potential benefits that arise from relationships between persons because they are alike in some socially meaningful way. 

· ‘Bridging’ social capital refers to outcomes or potential benefits that arise from relationships between persons who are not particularly alike. 

· ‘Linking’ social capital is a subtype of bridging social capital, and refers to outcomes or potential benefits that arise from relationships between persons who differ in terms of power or status and hierarchy. 

Heartland Services is, in theory, a conduit for creating links between rural people and government agencies. Hence, one can think of allowing easier access to the information resources and assistance through representatives from government agencies as helping to build linking social capital.

What benefit do clients get from linking capital? Linking capital infers sharing or transference of power to benefit those more disadvantaged. Residents who had used the service said that it had improved outcomes for them. Most said that not having to travel to the nearest major centre was the biggest improvement for them, followed by things like talking to a “real human” rather than a “faceless person” on the phone, and that Heartland Services was a much better option for the elderly and those who were not technologically savvy.

Heartland Services brings rural communities and representatives of government agencies together, which is in line with the definition of linking capital. It is physically closer than any other face-to-face option (obviously this rules out 0800 numbers), which aids the building of trust needed for social capital. Before there was a Heartland centre, people often had to travel to the closest main centre or contact the services through 0800 numbers. Many people in these rural areas do not have phones or cars/transport.
The access and awareness problems (see the “Awareness” section) are a hindrance to trust and building linking capital. The problem is not so much one of physical access, but rather of the stigma issues with Courts and Work and Income site types. This is due to the fact that some people do not see it as a Heartland site (or any type of community facility) if it is in a Courts or Work and Income building. If fewer people access the site then there is less chance to build social capital. Awareness is similarly necessary; one cannot go to a site that one does not know about. Furthermore, trust, a large contributor to social capital, is harder to create in a location like Work and Income or Courts, which may have a low trust value in the community given the discussion on these sites above.
The “public support” ratings given by many people we spoke to show that the support for Heartland Services is generally high, which is a good indicator that the service is building linking capital.

The amenities at types of site can be either conducive or not towards the building of linking social capital. Small rooms and close non-private areas to meet clients do not garner trust, while the converse is also true.

The ability of Heartland Services to ease interagency collaboration means that it is a potentially fertile environment for the building of social capital. If agencies establish good relationships, they can offer a better service to the community and hence build social capital.

Before the establishment of the [Heartlands], HNZ had their own premises in [the area], including a sole Tenancy Manager position and this service was only open two days per week. The other three days the Tenancy Manager was out in the field and during those three days clients only had telephone contact. This person had been running the service for 12 years. Clients sometimes arrived and found the service unmanned which created difficulties as clients are often reliant on other people’s transport and prefer face to face contact. 

Visiting agency
It may seem that having the Heartland Services in a community-based site also adds another node to the connection, but most residents see the community sites just as an extension of their community and not another agency. So while the link from a Work and Income site, through Heartland Services, to other government services may be stronger, the overall network strength is less due to the weakness of the link between the community and Work and Income. (See Figure 9.)
Figure 9: Diagram of social capital connections
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Q: Has the HSC made any difference to the way government agencies work together in this area?
For us it has. [We will] always link up if it will help our people.
Key informant

The foundations needed to build linking social capital were laid early on at many sites. When Heartland centres are set up, the policy is to engage in consultation with the community about the running, position, and other aspects of the site, thus establishing an initial link between the rural community and government.
Many coordinators get out into the community (not a standard requirement of the role). This not only promotes the service but also fosters the belief that government cares about the community. This can only help to build social capital.

In one centre, the local Community Board donated money for Heartland Services to advertise its services. This is an example of reciprocity, another aspect of social capital. This action shows the community’s commitment to the project and their belief that it is promoting positive outcomes in their community.

Many of the key informants that we talked to thought that the purpose of Heartland Services was to make connections and networks between government and the community.
[The purpose of Heartlands is to] bring services closer to community and [be] more “user friendly”.

Key informant

One of the useful ways that the coordinators mentioned in the telephone survey about how they link the community closer to government is through talking over the phone on behalf of the clients. Most agencies will let the coordinators speak on behalf of a client who may need assistance (for example, those for whom English is a second language or the elderly) and has first given their consent. It may be argued that this weakens the connection by placing another link between the client and the agency. However, these people may never have tried to speak directly to the agencies; hence this technique breaks down another barrier for clients that may have prevented them from reaching the appropriate government service.

Serving the community
All of the coordinators responded to the question “what would you say are the most enjoyable aspects of the coordinator’s role?” by talking about working with and for people in the community.

What would you say are the most enjoyable aspects of the coordinator’s role?

Satisfying people when they come in here, they are frustrated and don’t know what to do and then I sit them down and take the time to find out the correct information and having them thank me, had the odd flower or two. That is probably the most satisfying one.
Most enjoyable is meeting the people that have lived here but I have never actually had contact with them, so it is nice to get to know my community.
Like for me when someone comes to the door about two weeks after I’ve seen them and they just pop in to say a thank you for helping them out.
I think seeing the faces of the people when they come in, and, you know, solving their problems. Especially if they’ve been trying to solve something for ages, especially with a tax problem, and they’re just sort of lost, they don’t know where to go, what to do, who to see – and then just to see them come through a week later and say thank you, that’s my job satisfaction.
Various Heartland Services coordinators

Operational policy

Heartland Services is still relatively new, having started in 2001. These first three years represent the establishment and development phase. This evaluation provides some guidance to improving the service to better meet its stated objectives.
It should be noted again that Heartland Services is currently working well and, in many instances, exceeding expectations, particularly those around cost. Government set aside a total of $3.704mTP
PT to establish 25 Heartland Services – at the time of writing, there are 28 Heartland centres in operation, with two more about to be opened. This expenditure could be considered against the $2.585m expended on the Jobs Jolt programme “Cyber-communities”TP
PT or the $5.01m to establish and operate the Office for the Community and Voluntary SectorTP
PT.The following section offers suggestions about how policies and procedures can be improved to benefit clients and support the coordinators in delivering an even better service.
From what we have observed, improvements are needed in the following areas:
· increasing the levels of public awareness; suggestions include:
· an advertising and promotional strategy, for example, developing a 1–2-year plan

· resituating and improving signage and amending the name
· an annual Heartland Services Expo in each region

· regional liaison with other coordinators and/or an annual national conference to share information, strategies, successes, problems and ways of sidestepping operational pitfalls
· a larger targeted advertising budget; currently, it is only $500, which is inadequate
· solving practical site-related problems with facilities and space (for example, better entrance doors)

· improving equipment levels to a common standard
· reviewing employment conditions of coordinators to better retain them
· training and development for the coordinator role

· considering relocating from government to community buildings.
While coordinators generally like their relationship with National Office colleagues, they do, however, feel undervalued. For example, in 2003, there were two conferences held for the coordinators, one for the North Island (in Auckland) and one for the South (in Christchurch). They would have preferred more time to talk to one another to exchange ideas, for there to be greater representation from government agencies and also to hear about the progress of this evaluation. This reflects the interest of coordinators in improving their service.
Outside of funding and the issues affecting the awareness of the service, the key policy issues that need to be addressed are:
· availability of equipment

· continuity of service
· collection of performance statistics

· branding, strategic mission and vision (see “Awareness” section)
· interagency collaboration.
Availability of office and computing equipment

Every Heartland office needs a stand-alone computer for clients to access government websites. Currently, at the sites that do not have a separate computer, the coordinators are lending their computers for clients to use under supervision.

Some Heartland centres have faulty equipment, including second-hand ex-Work and Income tables and chairs that are in a state of repair.

Many coordinators send out letters to clients to remind them of appointment times. At two of the sites we visited, based in Work and Income buildings, the coordinators asked National Office for paper and envelopes with Heartland Services letterheads, but were told to use Work and Income letterhead stationery. Clients receiving a letter with a Work and Income letterhead will naturally assume it is from Work and Income and may not read it.
Continuity of service

Reiterating an earlier example, at one site, the coordinator may see their role as assisting the community in any way they can and doing tasks like writing CVs, while the coordinator at another site may see their role as just making appointments for government agencies (see “People” section).

This clearly indicates that the coordinators determine the services that get delivered. All of the coordinators, key informants, and visiting agencies told us that the purpose of Heartland Services was to be a “one-stop shop for government services in rural areas”. How this is implemented by the different coordinators (and managers), however, varies from site to site, even where the centres are closely located (for example, Kaitaia and Dargaville).
More direction is needed from National Office about what services should be provided (ie which agencies should visit). However, care should be taken not to squash community-specific actions that are working. A good example of this is the site that advertised at the local movie theatre, which worked extremely well and was mentioned by most residents who had heard of Heartland Services. First, many sites do not have a movie theatre, so telling every site to advertise at the movies will not work. Second, telling every site that they cannot advertise at the movies will lower awareness levels at a site that was doing quite well.
Collection of performance statistics
An area of contention amongst coordinators is the monthly statistics that they are required to collect for National Office. We tried to use these statistics to gauge usage at various sites but could not as they were not collected consistently or systematically. At the conference, the coordinators were briefly instructed how to collect the statistics.
Kawerau, for example, reported 8,674 people visiting their Heartland centre in 2003, 7,860 of which came in for “Other” services. The Kawerau Heartlands is co-located with three other local community service groups as well as an optometrist and a health centre. Kawerau’s large usage number represents people coming through the door and, every time they do, they have to walk past the Heartland Services desk and are welcomed by the coordinator.

Another anomaly is seen in the statistics for the Kaitaia and Kaikohe sites compared with Dargaville. The first two sites have a permanent desk for HNZC, while Dargaville does not. The result of which is that Kaitaia and Kaikohe have recorded higher numbers for HNZC than Dargaville (and more than three times higher than next highest site, Hawera). This can lead some coordinators to feel that their work is undervalued. Dargaville especially was being questioned by National Office over why its statistics were much lower than Kaitaia and Kaikohe.

We recommend that the data and the way they are collected be standardised and that coordinators receive training and feedback on their reports to improve consistency in data being reported.
Branding, strategic mission and vision
We have discussed this topic previously (see “Awareness” section).
“Heartland Services” as a name is ambiguous and confusing to the general public. The logo is similarly ambiguous.
We again recommend that the name and brand be amended to better represent and promote the service.

Mission statement

We believe that Heartland Services may benefit from a mission statement. This will help to locate the target group issues discussed previously (see “Place” section).
Interagency collaboration
While many coordinators have invited agencies to join the service and have had these taken up, certain agencies that are needed by clients do not yet visit the Heartland centre. A few, like ACC, who are needed at the centres no longer visit. This can be an issue for the coordinators who just hold forms for agencies but have no back-up for more in-depth inquiries. Some who have never visited also offer poor service when contacted by the coordinators. The Department of Immigration was mentioned as one of these. This department is needed by many coordinators who work in areas where there are large numbers of migratory workers (ie Queenstown and Takaka).

Experiencing the Heartland Service

Heartland Services is an interagency approach to bringing government services back to rural New Zealand. The Heartland centres are located in rural centres like Westport, Turangi, Dargaville and Gore. The concept of a Heartland Service Centre is a one-stop-shop from which a range of Government, and other related services, may be accessed. A Heartland Services Coordinator or receptionist is based at the Centre five days a week to provide an ongoing link between agencies (most of which may only come to town 1–4 days a month) and to assist clients to find and access government services. The initiative is being led by the Ministry of Social Development (MSD).
At some sites, a local community group is contracted to run the service. In others the service is run by Work and Income or the Department of Courts, or directly by MSD
Finding out about Heartland Services isn’t easy for members of the general public. Overall awareness of the service is low and there are different ideas about what Heartland Services does and who it is meant to help. However, considering Heartland Services is only two years old it fits the mould of a young enterprise trying to establish a presence. Finding a Heartland Service centre is sometimes difficult. It’s not always obvious where one is located, and sometimes the outward appearance of the facilities doesn’t indicate what is inside and can be uninviting. The advertising about its services could be improved, especially the prominence of the signage – it’s not that it’s bad – just that with a little adjustment it could be vastly better.

But what a different story once you are in a service centre! You are most likely to be warmly welcomed and made to feel at ease. The presentation of the centres is clean, well organised and professional with lots of helpful brochures and information on display. Where there are kitchen facilities a cup of tea will not be far away. This is important because some people who come to use the centre don’t quite know what is available, what they need or what questions to ask. A big part of the coordinator’s job is helping people organise their thoughts and ideas so they can ask the right questions and feel less awkward when they meet with the government service representative they have come to see.

The coordinators are friendly and helpful though sometimes they can be caught trying to juggle competing demands. Sometimes this is because they are the only person there or because they share their time between being the Heartland coordinator and a role for a different organisation. The coordinator will usually try to go “the extra mile” to help solve a range of problems not ordinarily within their job descriptions.

Coordinators are generally part of the community they serve and are well connected to local people and organisations – they know how to get things done and who to see. On the whole they seem to please most of the people most of the time. Coordinators are motivated networkers who aren’t happy sitting still and watching things happen – they are keen to get involved and feel like they are making a difference. Some were involved in several community organisations. It’s hard to say conclusively whether their efforts build more connected communities, but considering the role they play as service facilitator and connector it is even harder to disagree with the idea.

Operating the service centres can be challenging and the team of coordinators and National Office do well with the modest means they have at their disposal. On the other hand sometimes the resources supplied to Heartland sites are different to the needs of coordinators and/or the group contracted to provide the service. Coordinators have reported concerns about levels of pay, hours of work, leave, cover for absence and staff-turnover but amongst those we spoke with their relationship with their employers and MSD is easily characterised as professional. What they all want is to have more resources to improve the quality and quantity of service they provide.

On some occasions the service provided has not matched those advertised because the participating government agencies have changed their arrangements and the signs or pamphlets haven’t been updated. But usually the agency representative the clients want to see will be present at the time they said they would be there. The coordinator and the representatives from the government agencies have productive and mutually beneficial relationships. The representatives know that they benefit from the Heartland Service sometimes in unapparent ways, like providing extra security and safety for each other.

The direct benefit of having a Heartland Service in a community is appreciated by those using the service. The increase in efficiency and safety is welcomed by Government representatives, and the savings in time and travel for the public, especially the most disadvantaged, are really well received. The coordinators obtain a sense of job satisfaction from putting people in touch with the services they need. Still some agencies don’t take advantage of Heartland Services and their absence is noticed, especially by those in the community who feel the costs and physical burden of travel the most.

Appendix
Methodology

The evaluation was based on the 23 Heartland centres open at the commencement of the evaluation in April 2003. We collected the information for the evaluation as follows.
1. A telephone survey of all the coordinators of the 23 offices.
(Note: Westport has two coordinators, both of whom were interviewed separately.)
2. A telephone survey of all the 21 managers who were in offices.

(Note: The manager of the Taumaranui site was unavailable for the survey, Taupo and Turangi have the same manager who was interviewed once, Kawerau has two managers both of whom were interviewed separately and Westport and Waipukurau have no managers.)
3. A telephone survey of community groups.
· Ten groups were randomly selected in each of the 23 Heartland areas.
· The groups were divided into “users” and “non-users” of Heartland Services.
–
We required a minimum of three users per area. Hence, at some sites, more than 10 groups were surveyed.

–
If the list supplied was exhausted without obtaining three users, then the list of groups in that area was extended. If this still did not yield enough users, then the survey was stopped.
–
Due to this and the occasional high non-response rate, in some areas, there were less then 10 respondents.
–
See Table 3.
4. Seven site visits: Westport, Takaka, Kawerau, Murupara, Dargaville, Kaitaia and Taupo.

· The sites included each of the four different site types (Work and Income, community, separate and Courts).
· The sites were selected by site type and length of time open.
· On the visits, we interviewed:

–
Heartland coordinators

–
Heartland managers

–
local key informants (for example, local government, REAP (Rural Education Activities Programme)
–
residents (street interceptions)

–
government agency representatives who were available.
We interviewed a sample of 155 residents during our site visits (roughly 26 residents per site). The sample was not chosen systematically, meaning that their responses while perfectly true and valid are biased and not generalisable to the wider population. However, we are confident that data from these interviews provides a reliable indication of the outward perception of Heartland Services.

Table 3: The 23 areas and the telephone surveys done in each area
	Site
	Coordinator
	Manager
	Community groups

	
	
	
	Completes
	Users
	Non-users

	Dargaville
	(
	(
	11
	6
	5

	Fairlie
	(
	(
	10
	2
	8

	Gore
	(
	(
	9
	3
	6

	Hawera
	(
	(
	10
	0
	10

	Hokitika
	(
	(
	10
	3
	7

	Kaikohe
	(
	(
	5
	0
	5

	Kaikoura
	(
	(
	10
	1
	9

	Kaitaia
	(
	(
	9
	2
	7

	Kawerau
	(
	((
	10
	2
	8

	Murupara
	(
	(
	10
	10
	0

	Pukekohe
	(
	(
	10
	3
	7

	Queenstown
	(
	(
	10
	7
	3

	Ruatoria
	(
	(
	9
	6
	3

	Takaka
	(
	(
	10
	5
	5

	Taumarunui
	(
	(
	10
	3
	7

	Taupo
	(
	(
	10
	7
	3

	Turangi
	(
	(TP
PT
	10
	7
	3

	Twizel
	(
	(
	10
	2
	8

	Waiheke Island
	(
	(
	10
	1
	9

	Waimate
	(
	(
	10
	3
	7

	Waipukurau
	(
	TP
PT
	10
	5
	5

	Wairoa
	(
	(
	10
	1
	9

	Westport
	((
	TP
PT
	10
	5
	5


1. Telephone survey of coordinators

All of the coordinators who were in their position at the start of the evaluation were interviewed. The survey was conducted by NFO New Zealand (now TNS). Development of the questionnaire was undertaken in conjunction with the Ministry.
Heartland coordinators were interviewed by telephone by one of NFO’s Wellington-based Research Executives.
The advantages of the telephone approach are:

· the interviewer can clarify the meaning of any of the questions if need be

· the Heartland coordinators have an appointed time for the interview process

· probing for more detailed responses.
The disadvantages of the telephone approach are:

· the Heartland coordinators’ answers will not be as considered as they might be if they were writing their own answers down (although they were sent the verbatim responses for clarification)

· the Heartland coordinators may have felt they were being “tested” – although the interviewer sought to reassure the coordinators that the research was not a test and that the research would not result in any adverse outcomes for their employment.

Process
1. MSD informed the coordinators that the research was taking place and the format that the research would take.

2. MSD supplied NFO with the contact details of the coordinators (n = 24).
3. An NFO interviewer telephoned each coordinator to make an appointment time.

4. NFO sent a letter to each coordinator confirming the appointment time, outlining the sorts of questions that would be asked, who to speak with if they had any questions about the research (MSD) or the research process (NFO), and the interview process (for example, voluntary participation, and that their responses would be confidential).

5. NFO conducted the interviews between 8 September and 17 October 2003. The interviews were one hour in duration.
6. The coordinators’ verbatim responses were sent to the coordinators for them to sign off prior to MSD receiving the responses.

2. Telephone survey of managers

The available mangers were interviewed by telephone. Questions were similar to those asked of the coordinators, although extra items were asked about the inception of the Heartland centre and less about the actual day-to-day workings of the site.
This technique has the same advantages and disadvantages as noted above for the coordinators survey. As with the coordinators survey above, development of the questionnaire was a collaborative effort between the Ministry and NFO, and the surveys were conducted over the telephone by one of NFO’s Wellington-based Research Executives.
Process

1. MSD informed the coordinators and managers that the research was taking place.

2. MSD supplied NFO with the contact details of the managers (n = 21).

3. An NFO interviewer telephoned each manager to make an appointment time.

4. NFO sent a letter to each manager confirming the appointment time, outlining the sorts of questions that were to be asked, who to speak with if they had any questions about the research (MSD) or the research process (NFO), and the interview process (for example, voluntary participation, and that their responses would be confidential).

5. NFO conducted the interviews between 8 September and 17 October 2003. The interviews were one hour in duration.
6. The managers’ verbatim responses were sent to the manager for them to sign off prior to MSD receiving the responses.

3. Telephone survey of community groups

We developed a list of community groups from each of the 23 areas in which Heartland Centres were located, through a number of sources, which we then augmented with extra groups obtained from the coordinators. Approximately 20 groups were then randomly selected for each of the 23 Heartland areas. We were aiming for 10 groups per area to be interviewed; the extras were included in case of non-response.

During the survey, the groups were divided into “users” and “non-users” of Heartland Services. We required a minimum of three users per area. Hence, at some sites, more than 10 groups were surveyed. If the list supplied was exhausted without obtaining three users, then the list of groups in that area was extended again. If this still did not yield enough users, then the survey was stopped. Due to this and the occasional high non-response rate, in some areas, there are less than 10 respondents. (See Table 3.)
Due to the geographic location of the Heartland centres, telephone interviews were determined to be the most time- and cost-effective method of reaching the respondents.
All of the interviews were conducted using ACNielsen’s Computer Assisted Telephone Interviewing (CATI) System. Potential respondents were sent a letter from MSD, alerting them to the upcoming survey and inviting them to take part.

All interviews were completed between 9 and 16 September 2003.

A total of 223 respondents were interviewed out of the known pool of 441 eligible respondents.
The questionnaire was developed in conjunction with ACNielsen and involved both pre-coded and open-ended questions.

4. Site visits

During March 2003, we visited seven Heartland sites in the following order: Westport, Takaka, Kawerau, Murupara, Dargaville, Kaitaia and Taupo. The sites were selected to capture the range of site types and length of time open (See Table 4).
Table 4: Site type, age, and coordinator’s length of time in position for the seven visited sites
	Site
	Site type
	Age of site
(months)
	Coordinator’s time in position
	Dates visited

	Westport
	Courts
	23
	19–21
	1–3/03/06

	Takaka
	Community
	21
	2
	4–5/03/04

	Kawerau
	Separate
	17
	12
	15 & 19/03/04

	Murupara
	Community
	30
	19
	16–18/03/04

	Dargaville
	Work and Income
	>36
	4
	22–23/03/04

	Kaitaia
	Work and Income
	~36
	12
	24–26/03/04

	Taupo
	Separate
	14
	11
	29/03/04


During the planning phase of the evaluation, we visited a small number of sites to pilot questions and inform our evaluation planning. Those sites were Kawerau, Kaikohe, Dargaville and Takaka.

Rationale for site selection
Type of site

We tried to make sure that we had a representative sample of site types (Courts-based buildings, community-based buildings, separate buildings set up by MSD, and Work and Income buildings). The national ratio for Heartland site type of Work and Income to community to separate to Courts was 5:3:2:1. The ratio of our visits was 2:2:2:1.

Age of site

Age was the strongest factor in determining which sites we would visit as we hoped that the older sites would have resolved any “teething” problems and had time to create a presence in the community. In hindsight, the selection of a newer site would also have been advantageous, so we could see if problems encountered by the original sites had been overcome.

Geographic location

Geography was discussed to ensure that we had a diverse range of sites geographically as well as culturally. Some sites are more remote than others.
Whether we had visited the site during the planning and pilot phase
While we originally preferred not to choose sites we had previously visited. We decided that if we were going to visit more than one site per trip, then a revisit would be a good idea for contrast and comparison purposes.
Coordinator’s length of time in position

The coordinator’s time in the position, like the age of the site, was to ensure that the coordinator had overcome any initial problems and had established a presence within the community (if they did not have one already through another position).
Dependency on a primary industry (for example, forestry)
Communities that depend on a primary industry like forestry or mining have uncertain futures and seasonal or variable employment depending on the current economy.
Size of the community

We selected large communities like Taupo (population 31,521) and smaller ones like Murupara (population 1,959) and Takaka (population 1,188).TP
PT
Range of services in the community

The number of services available in a community prior to the Heartland centre being established will have an influence on the running of the service.

Who we spoke to

During the visits, we spoke to:

· Heartland coordinators

· Heartland managers

· local key informants (for example, local government, REAP (Rural Education Activities Programme)

· government agency representatives that were available

· residents (street interceptions).
We informed the coordinators in advance about the nature of the evaluation and we arranged a day that would suit them and enable them to arrange meetings with other key informants, such as managers, wherever possible. Similarly, where possible, we arranged an interview time for the visiting agencies and tried to time our visits to coincide with theirs.
Other local key informants were selected once we arrived. We aimed to maintain continuity in this process by interviewing similar groups. For example, we interviewed libraries at every site and local government bodies at almost every site (not Murupara or Kawerau).

We spoke to a convenience sample of 155 residents during our site visits (roughly 26 residents per site).

We intercepted residents outside of supermarkets or on the main street of the township. This approach is, however, susceptible to excluding people working during the day. As such, we interviewed approximately five businesses in each township as well.










TP�PT Work and Income sites are those Heartlands that are based in a Work and Income office. Of the 23 Heartlands involved in the evaluation, 11 were Work and Income based.


TP�PT Community-based sites are those Heartlands that are located within a pre-existing community facility, for example, Heartlands in Takaka.


TP�PT Separate means owned, rented or leased by the Ministry of Social Development for the specific purpose of housing Heartlands, for example, the Heartlands in Murupara.


TP�PT Courts-based sites are those based in a Department for Courts building and run on a joint basis with MSD. The only two examples of this site type are Westport and Ruatoria. The Department for Courts merged with the Ministry of Justice on 1 October 2003.


TP�PT At the time of writing, this problem is being resolved as a matter of policy to create continuity for agencies. All sites should now or soon have a separate phone line for agencies and other resources.


TP�PT Robert Putnam, Bowling Alone (2001).


TP�PTAn example often cited is having a friend in a high position who helps you to find and/or secure employment.


TP�PT Source: Heartlands newsletter, May 2002. This does not include $0.44m for annual operational costs.


TP�PT CAB (00) M 38/1A(1)


TP�PT CAB Min (01)12/6(41) refers


TP�PT CAB Min (02)12/8(48) refers


TP�PT CAB Min (03)13/9 (47) refers


TP�PT The manager of Heartlands Taumaranui was unavailable for the survey, Heartlands Turangi and Heartlands Taupo have the same manager, and Heartlands Kawerau has two managers.


TP�PT Cabinet Paper, Cabinet Social Policy and Health Committee (undated) Strong Communities: Heartlands Service Initiative, p. 7.


TP�PT Ibid.


TP�PT This table includes multiple responses and the “Not answered” category has also been excluded, therefore row percentages do not add to 100%. For example, if a respondent said they saw an advertisement in the newspaper and heard about it on the radio, both were counted. Included in the “Saw Sign” category were any respondents who went into the centre for another service and saw the Heartlands desk.


TP�PT Ratecard technical specification, as at 17 June 2004, from the Gisborne Herald website www.gisborneherald.co.nz/advertising.htm


TP�PT At the time of writing, this problem is being resolved as there was a directive from National Office toward consistency of service provision for visiting agency representatives. All sites will soon have a separate phone line for agencies and other resources.


TP�PT Due to its special circumstances, we have actually defined the Taupo Heartlands as a “separate” site in our analyses rather than a Work and Income based site.


TP�PT In the case of Westport, the two coordinators are contracted by the Ministry of Justice to be Courts receptionists, with Heartlands being a secondary part of their role.


TP�PT The test used was the chi-square goodness of fit hypothesis test. The calculated chi square value (at 1.d.f) was 643.86 where p=0.01.


TP�PT Privacy Act 1993, Section 6, Principle 11


TP�PT At the time of writing, this problem is being resolved as there was a directive from National Office to create consistency of service provision for visiting agency representatives. All sites will soon have a separate phone line for agencies and other resources.


TP�PT Source: Heartlands newsletter, May 2002. This does not include $0.44m for annual operational costs.


TP�PT The “Cyber-communities” programme targets 420 unemployed persons. Deducting predicted benefit savings from the programme, its net cost is predicted to be $2.27m. Its objectives are:


development of training for technology planners working with community groups and communities


evaluation of the programme and training


development of networks between the communities involved with the programme.


TP�PT Funding for the Office for the Community and Voluntary Sector is distributed over four financial years until 2006/2007 and includes $1.4m of redistributed funds.


TP�PT Turangi manager also manages Taupo and was only interviewed once.


TP�PT Waipukurau has no manager.


TP�PT Westport has no manager.


TP�PT Statistics NZ community profiles from 2001 Census.
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