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Welcome to the first issue of

Signpost — News from the Heartlands
a new way for the Heartlands
community to share information

about what is happening in their

patch.

These centres provide a one-stop shop
where people living in rural and provincial
areas, and three urban centres, can access
a range of government and community
services.

The 35 Heartlands Services throughout New
Zealand all take slightly different forms
depending on the needs of their community.

One of the things they have in common is a
physical space and a human face.

Co-ordination is the key to the success of
the Heartlands model which is all about the
whole being greater than the sum of the
parts.

Home to Heartlands

After a career in customer services and
public relations in Wellington and
Auckland, Ru Heather felt the call of
the country and returned home to
Kawerau.

The plan was to retrain as a school teacher.
But then her next door neighbour, the
previous Heartlands co-ordinator, asked Ru to
fill in for her for a spell. That was five years
ago. When the job was advertised Ru applied
and the rest, as they say, is history.

Ru loves to talk to people. Her philosophy is
to treat everyone equally, “Conversation is a
two way thing.

continued on Page 2



“As Heartlands co-ordinator you're not just
giving information, but you are collecting it
all the time too. When you build rapport with
someone they start telling you things, and
often you can use that information to help
someone else,” she points out.

Ru also believes that you can’t spend too
much time with someone, although that's
tricky to manage on a busy day.

“You have to give people good full
information to really help them to help
themselves. There’s no point giving them
part of the picture; they’ll just have to come
back another day. That is the beauty of
Heartlands, having so many services under
one roof.”

Keeping your eyes and ears open is another
key skill for a co-ordinator. “It's all about
keeping the communications going in the
community,” says Ru.

“I try to attend lots of community meetings
and briefings that are going on, and when |
can't go | try to follow up with someone who
did. If I don't know something then | make it
my job to find out. That information will
eventually benefit more than one person.

| keep a big knowledge base of what's
happening in the community.”

As well as visiting government departments
and community agencies, Kawerau Service
Centre has six permanent partner agencies
on site. These are Eastbay REAP, the Safer
Kawerau Kids Injury Prevention Project,
Plunket, PAFT, the Neighbourhood Support
Trust, and the Pacific Health District Health
Board. Twenty-four agencies visit monthly
(plus visiting agencies of the partners).

Ru says that Heartlands is pretty well known
in the area, but promotion is always
important as new people are always moving
in, particularly young families and retirees.
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We get approx 2000 people frequenting

‘ ‘ our centre on a monthly basis.

Comments from people are that it's so
warm and inviting and everyone working
here is so friendly. People love coming
in; everyone is welcome here. With all
our services, we cater for all ages,
creed, health problems, etc., from
expectant mothers, babies, youth
through to retirees, as well as terminally
ill people. When nobody knows who to
see or where to go — they come to
Kawerau Heartlands. Last but not least,
my most challenging and loving role is
that of mother to my wonderful daughter
(who is 14 going onto 30). 79

— Ru Heather

Last year Heartlands reached out to locals
through a big open day. All the permanent
agencies were present with their
information, and tables were set up for the
government agencies. Local musicians set
the tone for a relaxed and welcoming day,
while a dietician organised healthy nibbles
and local drug and alcohol services mixed
mocktails. Community organisations set up
a barbecue outside. Between 300 and 400
people attended.

Kawerau Heartlands has also developed its
own brochure, and is collaborating with the
Kawerau District Council and Manna
Support to develop a comprehensive
directory of social services in the region.

“Its all about keeping connected,” says Ru.

To find out more about the Kawerau
Service Centre, phone Ru Heather on
0-7-323 8608 or email
ru@eastbayreap.org.nz



Pukekohe Heartlands recently
hosted a group of visitors from the
Netherlands.

Not only did the visitors get to hear from
Heartland co-ordinator Louise Edwards, but
Heartlands also arranged for a Dutch
speaker to attend the presentation to ensure
that there were no barriers to
communication. As it turned out the visitors
spoke excellent English and a good
exchange of ideas ensued.

The group from Rotterdam visited the
Pukekohe Heartlands Services Centre on
18 March. It included representatives from
universities, government and non-
government organisations. They had seen
the Heartlands DVD and were keen to see
Heartlands in action. The group were
particularly interested in the idea of a one-
stop shop where people could access
multiple government departments.

“They were curious about how Heartlands
overcame the stigma that can be associated
with some government departments,” says
Angie Tangaere, Regional Relationship
Manager for FACS.

“The answer of course lies in the additional
community dimension because Heartlands
is so much more than just government
departments.”

They were also interested in the day-to-day
operation of Heartlands, and the logistics of
the Heartlands co-ordinator role.

Contributions

Has your Heartlands got a good story?
We can help you share it with your
colleagues. Contact Susan Warwood
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The Family Services Directory provides
information on over 5000 providers of
services supporting families. This is a useful
tool for Heartlands co-ordinators to identify
services which you can refer clients to in
your area.

To be useful this information needs to be
accurate and up to date. Providers can
apply for a listing, or update their listing
online, and Heartlands Services
co-ordinators can encourage this. If you
know of providers that are not listed, the
directory team would love to get their
contact information so they can offer the
provider the opportunity to be listed.

Listing criteria and other information for
providers can be found at

Last month the government announced its
Budget for the year including new initiatives
for teen parents and a new model that gives
communities more say in how services for
families and communities are delivered in
their areas. For funding decision-making in
the sector: the Community Response Model.

Changes to the tax system will be of interest
to individuals and to businesses and will
bring an increase in demand for information
and advice from your Inland Revenue
Department representative. Superannuitants
are another group who may be seeking
information about what the changes mean
for them.

For more information about the initiatives
announced in the recent budget visit



FACS provides a number of services to
support Heartlands nationally and locally.
Two of the most well known supports are
funding co-ordinators, and ensuring that
physical premises support the Heartlands
way of working.

FACS co-ordinates reporting to demonstrate
how Heartlands is meeting the goals of
improving access to government services
for people in rural areas (number of users),
improving interagency collaboration
(number of participating agencies) and
supporting community/voluntary agencies in
rural areas (participating non-government
agencies).

FACS also manages the overall budget and
develops the contracting framework, assists
with property issues and provides sighage.

FACS maintains day-to-day relationships
with Heartland Services coordinators
including the recruitment, induction, and
ongoing training of co-ordinators. They
also negotiate and monitor contracts with
providers and promote Heartlands to other
government agencies.

An important role is to support the
promotion of Heartlands. FACS provides
promotional resources, maintains the
Heartlands website and supports local
promotions.
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To order the following resources —

Any MSD/FACS resources, eg Te
Moemoea: A Dream for Families poster
Resources from the Are You OK
campaign for action on family violence,
eg publications and a community action
toolkit

Heartlands letterhead, brochures and
DVD

Loan of Heartlands banners (two are
available)

Name badge/ desk plate/ business
cards

Updates to Heartlands website

The new SKIP website went live in
April. Check it out at
www.skip.org.nz.

This site will be of interest to any
organisation that supports parents of
children under 6 years of age.

It has information about ways to work with
parents, how to run successful events,
positive parenting strategies, as well as
resources and research.

The site will help the SKIP team work more
collaboratively with the community groups
with more ways for groups to feedback
news, comments, requests and information.



Working alongside

Community Link

Community Link is a new way for Work
and Income to work across the social
sector and give individuals and families
a wrap-around service.

Work and Income is currently rolling out
Community Links around New Zealand. As
Community Links open in more centres,
some Heartlands Service Centres will find
themselves working alongside Community
Link.

Where this occurs the intent is that the
organisations should complement each
other. Heartlands should take advice from
the regional FACS office about how
Heartlands and Community Link can work
together to support the community.

Enhanced Community Link

Enhanced Community Link is where an
existing Community Link strengthens
relationships with four key sectors of
Justice, Health, Education and Youth
Services through strong, active linkages.

It grew from the desire to do better for
families, children, and victims and
perpetrators of family violence. It involves
active linkages and enhanced working
relationships in areas where people are
common clients with other government
agencies.

Some of these agency partners will be on
site within the Community Link.

Others will just have very key linkages and
can use our rooms and resources to see
common clients.
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Hornby turns five

Hornby Heartlands has celebrated a
milestone, five years after its official
opening in March 2005.

The service, co-located with Work and
Income, has already dealt with over 20,000
enquiries.

Agencies providing assistance from the
Heartlands Services site attended the on-
site function, along with many others who
benefit from these services.

They told co-ordinator June Foster-
Campbell that the success of Heartland
Services was a direct result of her
commitment to the job and the way she
works with people.

Lynnette Ebborn, Regional Relationship
Manager for FACS, said it is a model that
works for isolated urban communities. The
concept for Hornby Heartlands Services
was well thought through when proposed by
the Canterbury Strengthening Families
Local Management Group, in partnership
with He Oranga Pounamu.

Above: Heartlands Services management chairwoman
Lesley Keast, Work and Income Regional Commissioner
Michelle Mitchell, and Lynnette Ebborn.



New addition to the
Heartlands Family

Welcome to the North’s latest
bundle of joy, a bouncing baby
Heartlands in Kerikeri

Located with Work and Income, the new
Heartlands is already providing services
from 13 government and non-government
organisations. Some of these, like Careers
Service and Workbridge, are clustered
around the needs of the working-age
population, while others have a broader
focus on family.

Work and Income Centre Manager Justine
Rae says that having budgeting services
and IRD on-site to advise on family tax
credits and child support has been
particularly helpful for families struggling
through tough times.

And welcome especially to
Heartlands co-ordinator Marie
Wickliffe.

Locals are enjoying meeting Marie (pictured
above), and appreciate the help she
provides to put together the right mix of
services for them. Kerikeri's large senior
population really appreciate the face-to-face
contact.
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Aranui Heartlands reaches out

Based in an eastern suburb of
Christchurch, Aranui Heartlands
has a motto : Changing minds to
change lives and break cycles.

This captures the way they engage with
their community. As well as providing a co-
ordinated range of services from their
premises located among the local shops,
they actively reach out taking the
information to where the people are.

Aranui Heartlands is part of the Aranui
Community Trust. Three years ago they
responded to community feedback to “get
football back on the park”. When the
community expressed interest in reviving
the Aranui Eagles club and home grounds,
staff of the Trust worked with them to
establish the committee.

The revived club promotes low-cost
participation sport for juniors. Today, there
are eight junior teams and two senior teams
sporting fully-subsidised club uniforms and
gear, and Aranui now have their sights on
low-cost netball teams.



The club is built on team culture. Heartlands
co-ordinator Rachel Fonotia says that this
approach helps them “participate in their
community.”

The Aranui Community Trust, which
provides the Heartlands service, also
employs a family violence co-ordinator,
Selau Ifopo-Sumner.

Recently Selau involved the Eagles in the
It's not OK campaign to ensure the
message reached the children and parents.
Drink bottles and mouth guards printed with
the “It's not OK” message were handed out
to the players at a club meeting with 150
people attending. This approach was about
raising the awareness and spreading the
message. Coaches and team managers
are carefully selected so that they reiterate
the “It's not OK” message as part of club
culture.

Rachael says she now hears sideline talk
such as “It's not OK to smoke around your
kids” or the children say to one another “It's
not OK to hit me”.

Aranui Heartlands also takes health care to
the community with a mobile van that goes
to all the primary schools in the area every
week. Everyone knows the van. The
children come running as it arrives in the
playground and line up to see Jenny, the
nurse, for their consultation. Jenny covers
issues such as ear aches, hygiene matters,
“things happening at home”, and also
makes referrals and follows up with home
Visits.

Heartlands has also taken to the streets
with a “Walk 'n Talk” lunchtime project.

A group of seven walkers regularly cover
the same route wearing distinctive yellow

Aranui community nurse Jenny takes the Health Van out
regularly to the local schools and preschools as well as
keeping on top of her other daily chores.
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T-shirts, stopping to talk to local residents
and encouraging them to take the first step
towards an active lifestyle.

On top of all this, Aranui Community Trust
promotes Aranui Heartlands though their
monthly newsletter for every household in
Aranui. This keeps the community in touch
with what is available and events coming
up. They also hold a bi-monthly community
meeting; organise the annual Aranui
AFFIRM festival which is now a significant
event in the city; and host monthly
Heartland partners’ meetings.

With the help of locals, Heartlands is
knocking on every door in Aranui to talk
about Heartlands, gather information on
needs, and find more opportunities for
community development.
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Heartlands Service Co-ordinator Contact Details

Location Name Phone E-mail
Kaitaia Sheryll Backhouse-Smith (09) 901 0429 sheryll.backhousesmith001@msd.govt.nz
Kerikeri Marie Wickliffe (09) 901 7033 marie.wickliffe001@msd.govt.nz
Kaikohe Shannon Williams (09) 901 7202 shannon.williams023@msd.govt.nz
Dargaville Julie McPherson (09) 901 5314 julie.mcpherson006 @msd.govt.nz
Whangarei Monique Cooper (09) 438 0004 Wyoss@xtra.co.nz
The Pulse
Helensville Glendith Samson (09) 420 9761 ngarimaokaipara01l@myhelensville.co.nz
Te Awaroa
Pukekohe Louise Edwards (09) 238 6233 louise@familysupport.org.nz
Coromandel Mariana Gordon (07) 866 8358 cilt@cilt.org.nz
Opotiki Gaylene Kohunui (07) 3155790 gaylene@eastbayreap.org.nz
Ruatoria Mary Chaffey (06) 864 8096 mary.chaffey001@msd.govt.nz
Kawerau Ru Heather (07) 323-8608 ru@eastbayreap.org.nz
Murupara Anishia Reti (07) 366-5230 heartland23@xtra.co.nz
Taupo Annette Skeen (07) 906-6024 annette.skeen001@msd.govt.nz
Turangi Anahera Whaanga (07) 906-6065 anahera.whaanga001l@msd.govt.nz
Taumarunui Briar vanBuel (07) 9045267 briar.vanbuel001@msd.govt.nz
Wairoa Vanessa Ngarangione (06) 904 0494 vanessa.ngarangione001@msd.govt.nz
Hawera (06) 9022806
Taihape Robyn Wills (06) 901 0109 robyn.wills038@msd.govt.nz
Waipukurau Debbie Bellamy (06) 858-5452 heartlandswpk@xtra.co.nz

Carol Osborne (06) 858-9891
Tararua Talitha Vandenberg (06) 376-7541 heartland.tararua@xtra.co.nz
Takaka Wendy Earle (03) 525-6151 heartlands@gbwct.org.nz

Vicki Lawson)
Westport Cheryl Roberts (03) 788-9013 cheryl.roberts@justice.govt.nz

Lisa Brooks-Hateley lisa.brooks-hateley@justice.govt.nz
Chatham Teresa Lanauze (03) 305 0146 heartland@cic.govt.nz
Islands
Kaikoura Mike Ryan (03) 9099292 tewhareputea@xtra.co.nz

(03) 909 9294 DDI

Hokitika Cotrina Reynolds (03) 906 6653 cotrina.reynoldsO011@msd.govt.nz
Akaroa Kerry Little (03) 304-8659 akaroaheartland2@paradise.net.nz
Hornby June Foster-Campbell (03) 9619248 june.fostercampbell004@msd.govt.nz
Aranui Rachael Fonotia (03) 963 7072 cathy@actis.org.nz
Fairlie Anne Thomson (03) 685-8496 fairlie@xtra.co.nz
Twizel Jo Heal (03) 435-0687 twizelcare@xtra.co.nz
Waimate Steve Napper (03) 689-6226 waimaterc@vodafone.co.nz

Resource Centre
Co-ordinator/Manager

Oamaru Glenis McPherson (03) 9042988 glenis.mcpherson003@msd.govt.nz
Queenstown (03) 901 6917

Gore Linda Hall/Robyn Morris (03) 208 9633 cccgore@woosh.co.nz

Te Anau Marilyn Redfern (03) 249-7754 fiordlandemploy@xtra.co.nz
Balcutha Jackie Holgate (03) 418 4048 jackie@eclutha.org.nz

For more information visit www.heartlandservices.go vt.nz



