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Purpose and Methodology

® The research aimed to inform Comcare Trust’s
organisational development by gathering client insights.

® Conducted through focus groups and interviews,
including a kaupapa Maori component led by a Maori
researcher.

® Thematic analysis identified strengths, challenges, and
opportunities for improvement.
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Key Findings

Initial Engagement

Clients appreciated respectful, warm staff and flexible
home visits.

Quick support post-referral was valued.

Some confusion existed around service roles and eligibility.

Community Support Worker (CSW) Services

Clients praised CSWs for being compassionate, responsive,
and practical.

Support with goal setting, mental health, WINZ, and housing
was highly valued.

Some issues included mismatched workers, communication
lapses, and inconsistent appointment management.
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Housing Services

Staff were seen as caring and proactive.

Clients valued personalised support, emotional reassurance,
and help navigating housing systems.

Suggestions included better post-housing support, holistic
service integration, and improved appointment reliability.

Living in Comcare Housing

Clients appreciated the stability and quality of housing.

Positive relationships with tenancy managers and the
Welfare Officer were noted.

Concerns included invasive inspections, unclear photo
policies, and communication gaps



Key Findings

Cultural Considerations Additional Services Suggested

® Maori clients valued culturally safe engagement and ® Centralised resource hub for community services.
relationships with Kaimahi Maori.
® More social connection opportunities
* Themes of Rangatiratanga, Whanaungatanga, Kotahitanga, (e.g., events, peer support).
Manaakitanga, and Kaitiakitanga were central.
® Continued support post-housing.
® Recommendations included more Maori staff, ‘ .
cultural competency training, and a dedicated Maori * Group programs (e.g., budgeting, wellbeing).

support role.

® Better access to mental health services.

Impact of Services

® Comcare’s support was described as life-changing,
especially in securing stable housing and navigating
complex systems.

® Clients credited the service with improving wellbeing,
confidence, and future planning.
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Recommendations
Overview

® Strengthen awareness of Comcare services.

® Improve communication about service processes
and roles.

® Enhance client-worker matching and allow flexibility.

® Maintain relational, client-centred support as the
organisation grows.

® Address housing-related concerns, including
inspections, communication, and maintenance.

® Support cultural identity and ensure culturally safe
practices for Maori clients.

EOPNEEITrEe

TRUST

Conclusion

Comcare’s relational and personalised approach is a key
strength. As the organisation expands, maintaining this
ethos while addressing identified gaps will be crucial.
The report offers actionable recommmendations to guide
strategic planning and service enhancement.




e What are we going to do

This feedback has been used to informm Comcare’s Strategy
2025-2030.

We are committed to a reviewing and improving how
housing inspections, communication and maintenance are
handled across our properties.

Service delivery models are being reviewed with the goal
of introducing a streamlined approach to a client’s journey
through all Comcare services that can improve client-

worker matching and allow more flexibility for engagement.

A Comcare wide framework is under development that will
embed the Te Whare Tapa Wha practice model.

We are simplifying processes and fostering greater
collaboration across the wider Comcare team, moving
away from a siloed approach to a more integrated service
delivery model
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More social connection opportunities will open with the
redesign of peer services and the implementation of a Peer
Hub at the Madras Street site

A new advocacy service is being designed which can help
clients with access to rights-based services and mental
health and addiction support

Comcare continues to support the development of Te RopU
Manaaki and its role in supporting cultural identity and
culturally relevant practices. The Kaiarahi Maori Strategic
Director role is now established within the executive
leadership team.

Addressing the recommendations around improving

communication and awareness of Comcare services,
a communications strategy is being developed at the
executive level to align with the strategic direction of
the organisation.



