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FROM THE CHAIR AND
GENERAL MANAGER
We are delighted to introduce you to Te Kāhui Kāhu, formerly
known as Social Services Accreditation. In this report we’ve
summarised our achievements in the year ending 30 June 2021
(‘FY21’), explained how we operate and identified some of the
major initiatives we’re working on.
Te Kāhui Kāhu’s principal function is to assess community social
service providers against standards dealing with safety, quality
and viability of service delivery. Some government-funded
social services require these standards to be met before they
fund an organisation. As a result of what we do, people who
use services, often with no choice of service provider, can be
confident in the safety and quality of services they receive.
We work for multiple agencies. These agencies have chosen
to use one accreditation service, instead of each having their
own service. This means providers only have to apply for
accreditation once, and not multiple times.

Chair of the Board

General Manager, Te Kāhui Kāhu
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Achievements
Operational
We achieved our best-ever outcomes in terms of volume, timeliness and customer
satisfaction, detailed in the Performance section of this report.
We also rebranded from Social Services Accreditation to Te Kāhui Kāhu, covered in
the Cultural Competence section.
In order to improve our visibility and customer service, we released a new website
that improves accessibility and clarity of what we do and how to engage with us.

Strategic
Together with our board, we developed a 10-year strategy for Te Kāhui Kāhu. We
want to be a high performing agency delivering high value work in a modern public
service, to customers beyond the social sector. We have adopted a mission of becoming, “the Crown’s independent provider of choice for the operation of multi-agency
business processes, accreditation services and provision of capability support to
entities requiring accreditation.”
Achieving our mission will require in-depth attention to working with Māori providers, supporting the capability growth of providers, capturing useful data insights
from and for our customers, ensuring a sustainable financial future and supporting
high performing people.

Priorities for 2022
Improving engagement with Māori

As a result of what
we do, people who
receive support,
often with no choice
of service provider,
can be confident
in the safety and
quality of services
they receive.

To better meet the needs of our providers, we need to be flexible in our approach,
and ensure that we are responsive to Māori organisations. We have activities
underway to upskill staff cultural competency. However, we need to better plan
engagement with Māori on our services and framework.

Standards Framework Review
This year we will review our standards framework. Our standards and how they apply
to different services (their ‘framework’) have been in operation for 7 years. We want
to make sure that the standards framework is fit-for-purpose in the current environment and is an enabler of community service delivery, not a constraint.

Cultural lenses
A major component of this work programme is the development of ‘cultural lenses’,
which are tools enabling compliance with standards to be assessed against the
assessed entity’s cultural kaupapa. This is pioneering stuff in the assurance world,
and we will prioritise resources to ensure an outcome that is system-strengthening.
We’re planning comprehensive engagement with stakeholders on the standards framework review, including the cultural lenses, and look forward to the kōrero with you.

Strong partnerships
The Te Kāhui Kāhu whānau is dedicated to supporting vulnerable people through
strong community service delivery. The public service is working to improve the
Government’s commissioning of social services. We are well placed to keep making a
significant contribution to this work. We thank our Board members for their direction
and assistance in this valuable mahi.
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PERFORMANCE
Te Kāhui Kāhu’s core business is carrying out accreditation assessments of social service providers. We have a culture
of continuous improvement and pride ourselves in our strong customer focus. Through our work, providers seeking
accreditation or re-accreditation should be clear about the standards they need to meet, how to meet them, how they
will be assessed against them and precisely what actions are needed to overcome any deficiencies.
Our aspiration is that accreditation is a ‘badge of honour’ that enables social service providers to proudly
communicate their safety, capability and viability to the communities they serve and funding agencies.

Achievements
Our 2021 performance
This year has been challenging with
multiple Covid-lockdowns and flow-on
restrictions.
Our Board has specified performance
measures for our work. Te Kāhui Kāhu
has met these satisfaction and timeliness targets in a year that has been full
of change, challenges and discovery.

Fair and professional service
As you can see from figure 1, 96% of
respondents (providers assessed in
FY21) reported that they had received
a fair and professional service, an
increase of 3.5% on FY20.

Timeliness
Te Kāhui Kāhu also achieved significant
improvement in its timeliness measure,
with 86% (FY20: 75%) of scheduled
assessments being completed within 40
working days of a site visit. As a result
of this improvement, shown in figure 2,
we completed 98% of all assessments
scheduled for FY21 in FY21, an improvement of 6% on FY20.

Volume
As shown in figure 3, we achieved 1,518
completed assessments in FY21, a 16.5%
increase on FY20. This was 98% of all
scheduled assessments, again a significant
improvement on previous years, (see
figure 4) despite Covid-related disruption.

System enhancement and
accessibility
Our improvements in capacity, efficiency and professionalism have been
enabled by new processes to understand and capture our workflows. These
processes have supported equitable and
efficient work allocation to staff and
improved volume and cost forecasting
for our funding agencies.
We have also engaged better with our
stakeholders through a complete overhaul
of our forms, website and introduction of
a pre-assessment process. These changes
have made it easier for providers to
understand what we do and how to work
with us on an accreditation assessment.
As our operations are subject to ongoing improvement processes, we retain
capacity to improve these results before
their natural ceiling is reached.

Fig 1: Fair and Professional
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Fig 2: Timeliness
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Providers giving feedback on the
accreditation process.
Far left: Nanai Muaau, Executive
Director, Pacific Health Hutt Valley*
Left: Mark King, CEO of Wellstop*
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FY21

Planning improved
work processes

Priorities for FY22
Tiaki
In FY22 we look forward to using Tiaki, a new IT system
under development to support all our work. Tiaki will include
a provider portal into which providers can supply key accreditation-related information directly. This portal should take
the pain out of repeated data supply and entry year after
year and give greater control to providers. We are working
hard on developing processes to upskill our staff and our
providers on the new system to make roll-out as seamless as
possible.

Fig 3: Completed
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Cultural lens training
Another major development will be learning about cultural
lenses to apply to assessments dependent on the cultural
identity of the provider. Once the lenses are agreed after
engagement with providers, we will need to train staff on
them and communicate with providers about how they can
be used to demonstrate that standards are being met.
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Fig 4: Completed rate
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Our improvements in capacity, efficiency and professionalism have
been enabled by new processes to understand and capture our
workflows. These processes have supported equitable and efficient
work allocation to staff and improved volume and cost forecasting
for our funding agencies.
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CULTURAL COMPETENCE
Cultural Competency for Te Kāhui Kāhu entails improving capacity, capability and cultural intelligence by• recognising and valuing in our practice the cultural and social norms of our customers;
• creating a diverse and inclusive workplace that reflects the communities we serve; and
• engaging meaningfully with our customers and especially Māori the Crown’s Te Tiriti partner, to design and
deliver services that meet the needs of all New Zealanders.

Re-brand
During 2021 we developed a new brand
for our Group: Te Kāhui Kāhu and a logo.
The rebrand exercise was staff-led and
has been an important prompt for staff to
reflect collegially on their role, what our
service is and should be and where the
Group is headed.
Our new te reo Māori name – translating
to a company of harrier hawks in a purely
literal sense - conveys the idea of an
organisation with exceptional vision and
attention to detail. Adopting a principally
te Reo Māori name reflects our determination to improve our capacity to work
better across the spectrum of provider
cultural diversity.
Our logo depicts the bow of a waka forging
its way through the sea. The waka carries
koru, representing growth and continuous
improvement in our sphere of operation.
Overall, the logo signifies the Group’s mahi
towards successful outcomes.
By rebranding, we are publicly demonstrating our commitment to put te Ao
Māori at the heart of what we do. We are
also demonstrating our decision-making
independence to our providers, funding
agencies and indirectly, the wider public.

Staff sharing their ideas on
how to implement Te Tiriti
into our practice at a
workshop
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Staff development

Future focus

In the last year, our cultural competence
journey has included in-depth Te Tiriti o
Waitangi training for all staff and offering all staff training in the Māori-Crown
relationship (“Wall Walk”) and practical
bi-culturalism (“Te Rito”).

Standards Framework

Our proudest achievement is the
development and commencement of
our in-house programme “Ākona”, in
fulfilment of our public sector MāoriCrown Relations obligations. Ākona is a
voluntary, self-directed (but supported)
te Ao Māori learning programme,
encompassing kawa, tikanga, cultural
and historical knowledge and te reo
Māori.

•

designing and providing training on
cultural lenses that will apply to our
standards in the case of providers
set-up by and delivering to mainly
non-Pākeha peoples.

•

using bespoke cultural engagement
processes during the review of our
standards framework and consultation on alternative models

•

ensuring that development of a new
provider capability support service uses
training techniques that work for Māori.

Going forward, optimising kaupapa
Māori provider participation in social
service delivery through a culturally
appropriate accreditation system is a top
priority. We will do this by-

Kawa and Tikanga training

Staff visit during cultural competence training to Te Hau
Ki Turanga at Te Papa
Tongarewa
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CORE WORKER EXEMPTIONS
We have continued to administer the process for consideration of exemptions to The Children’s Act prohibition on
people with certain criminal convictions being engaged as core children’s workers. The decision-makers have remained
the chief executives, or their delegates, of the 6 government departments named in the Children’s Act.

Achievements

FY22 Priorities

Te Kāhui Kāhu has processed 168 applications since the process was introduced
in July 2015 and we have maintained
a register recording the outcomes of
those applications (granted/declined/
withdrawn).

Te Kāhui Kāhu will continue to lead a
robust and timely core worker exemption
process to support the integrity of the children’s workforce and protect child safety.

Figure 5 shows the spread of exemption
applications across the years.
We have not been required to process any
core worker exemption revocations in this
time but we have developed the business
processes to do so.

Fig 5: CWE applications processes each year
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PAY EQUITY
New pay equity legislation provides employees in the public and private sectors with the right to engage with their
employer on appropriate pay for roles dominated by women. In recognition of the future funding implications on the
Crown for pay equity agreed in principle between employees and government-funded organisations, the Government
required that government departments offer a pay equity oversight and support service to their funded organisations.
As that service is meant to be carried out independently of service procurement and monitoring functions, MSD
contracted Te Kāhui Kāhu to set up and operate this support service for the community organisations it funds.

Achievements

FY22 Priorities

We have set up the internal business
processes to carry out pay equity claim
oversight and support for multiple organisations. Appropriate documentation for
use by the support and oversight staff and
organisations using the service has been
devised and relevant guidance collated.

We may need to adapt the support
process to accommodate changes to
the whole-of-Government pay equity
oversight and support framework. We will
provide timely and effective pay equity
support and oversight to all MSD-funded
organisations seeking this service.

We have also generated a model for
forecasting future resource needs in this
area based on in-depth analysis of the
work entailed in each milestone of the
pay equity claim process.

8

PROFESSIONAL DEVELOPMENT
Through a variety of training experiences, we equip our staff to undertake
fair and consistent assessments with the integrity our communities, social
sector providers and funders expect.
Being recognised externally as a prestigious employer is also important:
to maintain our service improvement commitments and to expand our
service offerings to new functions and clients, we need to attract high
calibre professionals with diverse skillsets.
Our staff come from a variety of backgrounds including audit, adult
learning, business analysis, change management, accountancy, banking
and finance, legal, social service provision, customer service, education
and project management, already equipped with professional skills.
We make best use of those skills while providing high quality training in the
foundation skills of independent assurance of organisational practices. As
our environment evolves, we need to evolve and grow our skillsets.

We equip our
staff to undertake
fair and consistent
assessments with
the integrity our
communities, social
sector providers and
funders expect.

Achievements
Training
In FY21 we continued our FY20 work in ensuring all frontline assessment staff and
support staff writing policies and procedures had completed professional writing
training.

By the numbers
•

All staff in role for >1 year have completed the New Zealand Organisation for
Quality Internal Audit qualification

•

60% of staff (77% assessors) have achieved SkillsNZ’s Government Regulatory
Practice Level 3

•

4 staff achieved SkillsNZ’s Government Regulatory Practice Level 4

•

5 staff neared completion of SkillsNZ’s Government Regulatory Practice Level 5
(achieved by the time of writing).

•

30% assessors received formal Editing and Proofreading training

•

26% assessors received Business Writing Essentials training

•

32% assessors were trained in Information Management, Privacy and Security

Ensuring we can appropriately assess service capabilities of kaupapa Māori providers
is critical to Te Kāhui Kāhu meeting its Treaty obligations. Not all of our staff have
familiarity with biculturalism, so we provided internal and external cultural competence training - covered in more detail in the Cultural Competence section.

FY22 Priorities
As we slowly expand our service types, we will need to recruit and maintain the
competence of staff in new disciplines as well as ensure they have advanced bicultural knowledge and cultural competence.
We will be planning staff training on Tiaki, our new IT system, and on cultural lenses
applicable to accreditation standards.

Top: Te Kāhui Kāhu
celebrating success
Above: Group learning
activity at a training course
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ABOUT
TE KAHUI KAHU
Origin and structure

Governance

Funding

Te Kāhui Kāhu, formerly known as
Social Services Accreditation, emerged
from a team at the Ministry of Social
Development (“MSD”), whose work in
provider assurance was regarded as
valuable and credible team by other
government departments funding providers. Those other departments saw value
in consolidating their own social service
procurement due diligence processes
into one function and agreed to procure
those services on a long-term basis.

Te Kāhui Kāhu is governed by an advisory
board consisting of representatives from
each of its funding agencies1 and an
independent chair. The role of the Board
is specified in a memorandum of understanding between the funding agencies.
The Board is responsible for Te Kāhui
Kāhu’s strategy, ensuring appropriate
funding to meet the strategy, oversight
of strategy implementation and unitlevel risk management. The executive
reports to the Board on these matters at
least quarterly.

The government agencies using Te
Kāhui Kāhu’s services pay Te Kāhui Kāhu
directly for those services.

Te Kāhui Kāhu has been established as
a “hosted” business unit within MSD,
meaning that it has substantive decision-making independence from its host
agency but uses MSD-supplied generic
services such as HR, facilities, IT and
accounting.

All services are priced on a cost-recovery basis. In respect of accreditation,
Te Kāhui Kāhu uses a cost-allocation
model that allocates costs between
agencies based on their consumption.
Where a provider contracts with more
than one government department, the
cost allocation model fairly shares the
cost of accreditation between those
departments.
Te Kāhui Kāhu also receives funding
from its customers that is applied to
strategy-driven service improvement or
service development, as approved by the
Board.

Department of Corrections, Ministry of Housing and Urban Development,
Ministry of Justice, Ministry of Pacific Peoples, MSD, Oranga Tamariki
1

Te Kāhui Kāhu staff
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Accreditation
Standards
Te Kāhui Kāhu accredits social service
providers against standards. The standards are grouped into bundles (called
“levels”) applicable to different levels of
risk to the service recipient. Each type
of social service funded by an agency
is assigned to a particular level using a
risk-assessment model.
The standards framework is tailored
to the social sector and covers topics
such as being client-centred, culturally
competent, able to process complaints
systematically and meeting child safety
regulations.
Once accredited against a particular
standard and contracting for one agency,
the provider is recognised by all agencies
as safe and capable to deliver all services
ascribed to the same (or lower) level of
risk.

Need for accreditation
Decisions about whether social service
accreditation is required are made by the
funding agencies as a matter of policy. The
determination can depend on the type of
service in question, the cash value of the
contract or a combination of the two.

Te Kāhui Kāhu operations
Te Kāhui Kāhu considers applicants from
providers for initial accreditation as well

as assessing at regular intervals - usually
every 2 years - whether accredited
providers are eligible to maintain their
accredited status.
The accreditation process involves
examining an organisation’s governance
and operational arrangements by way
of consideration of documentation and
face-to-face discussion. Quality and
consistency of decision-making is ensured
by use of a quality management process
in which all assessors are trained.
Work volumes and prioritisation rules
are determined with the government
departments through bilateral service
level agreements.

Engagement
At an operational level, Te Kāhui Kāhu
ensures regular engagement with
government departments to understand
significant shifts in required service
levels. Aside from feedback received from
providers formally and informally, the
General Manager also meets quarterly
with senior management of several
provider peak bodies.
Te Kāhui Kāhu makes strategic and
management decisions attuned to
prevailing sectoral policy shifts and the
needs of its stakeholders. However, for
integrity reasons, it cannot be directed in
its accreditation decision-making by its
direct clients.

Non-accreditation
business
As a public sector unit with decision-making expertise in delivery of cross-departmental processes, Te Kāhui Kāhu is
also used to deliver non-accreditation
process-administration services for public
sector clients.

Core Worker Exemptions
We process applications for exemptions
to the Children’s Act restriction on people
with certain criminal convictions working
with children. We work with and for the
decision-makers (the Chief Executives of
6 government departments) to collate all
relevant evidence to their decision. This
work involves supporting applicants on
their procedural requirements, procuring
and managing sensitive personal information from various agencies, facilitation of
a cross-government advisory panel and
maintenance of accurate registers.

Pay Equity
On behalf of MSD, Te Kāhui Kāhu is
administering pay equity claim support
and oversight to MSD-funded social sector
providers who have been issued with a
pay equity claim by their employees.
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Tekahuikahu.govt.nz
For Social Services Accreditation
Email us at accreditation@tekahuikahu.govt.nz
For Pay Equity Claim Oversight and Support
Email us at PECO@tekahuikahu.govt.nz
For Core Worker Exemptions
Email us at coreworkerexemption@tekahuikahu.govt.nz or call 0800 462 511
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