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NOTE TO READERS
The researcher acknowledges the assistance provided by all those individuals and agencies
who gave up their time to be interviewed or take part in focus groups or provided
information as part of the present research.
The statements and recommendations made in this report have been made on the basis of
conscientious analysis of the research data.
While due care was taken throughout the research process, the author accepts no liability
for errors or incorrect statements in the report arising from information supplied to the
author during the research process.
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EXECUTIVE SUMMARY
BACKGROUND
Driven by a desire to understand The Loft’s progress on their journey towards purpose, as
well as the work undertaken under commission by Brown Bread to support articulation of
The Loft’s value proposition, management of The Loft sought to commission an external
process and short-term outcomes evaluation of the project. This work was guided by
independent research planning and logic modelling work undertaken in mid-2017 by NZIER.
This in turn informs The Loft’s strategies for improvement, innovation, growth and tech/data
collection developments (e.g. Data Exchange, UCan Business School partnership). From the
outset, The Loft’s partners have been committed to a research-informed, evaluative
approach.
The evaluation was undertaken from September – December 2018, primarily undertaken by
Sarah Wylie, an independent researcher and evaluator with extensive experience in
community-based research and evaluation, and with quantitative data analysis and
visualisation undertaken by Nicola Morton, under sub-contract.
The aim of the evaluation was to tell the story of The Loft as it currently operates, and to
capture the learnings of The Loft as a whole, including its navigation service, to build
understanding of The Loft: what it is, how it is working, and how it differs from other service
delivery models and approaches.
The evaluation framework developed by NZIER informed design of the present evaluation,
with the measures related to the outcomes and impacts in the logic model. The three key
evaluation questions for The Loft are as follows:
1. What evidence is there that The Loft is an effective and efficient model to deliver
innovative/quality services for local vulnerable communities?
2. What difference has The Loft model of delivering services made in contributing to
improved wellbeing and resilience of the local area?
3. What difference has The Loft model of delivering services made in contributing to
support for people exposed to family violence? (Half of the evaluation funds
received for the present project were targeted at this question.)

METHOD
In order to effectively address the research questions, a mixed methods approach was
taken, involving description of comparison models, quantitative analysis of client contact
data, thematic analysis of stories from Loft residents (gathered by The Loft management and
supplied to the evaluator), observation of front-end work at The Loft, analysis of service user
feedback forms, consultations with service users, and interviews with key external and a
range of internal stakeholders. The evaluation took place from September – December 2018.
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FINDINGS
EVIDENCE THAT THE LOFT IS AN EFFECTIVE AND EFFICIENT MODEL TO DELIVER
INNOVATIVE/QUALITY SERVICES FOR LOCAL VULNERABLE COMMUNITIES
The present evaluation findings provide compelling evidence that The Loft is achieving
positive impacts at site level, for The Loft in its own right, for its partner services and for the
members of the community accessing its services. Of those accessing the Navigator (triage
and referral) service in the past year, around 1 in 5 are males, with the majority of clients’
female; a third of those clients who have received a Navigator assessment in the past year
identified as New Zealand Māori, while Asian and Pasifika were under-represented in the
client group. The bulk of clients assessed by the Navigator were from Christchurch East’s
most socioeconomically disadvantaged communities. Most commonly, clients who saw the
Navigator in the last year were in 21-45 age group, the age group most likely to have
dependent children.
Analysis of data on all clients who were assessed by The Navigator service in the past year
show that a large proportion found out about The Loft through word of mouth, the
recommendation of family and friends, or by seeing it at Eastgate.
The most common challenges faced by these clients were around mental health and
domestic violence, followed by issues associated with both poverty and financial
dependency – housing and financial problems.
Client feedback, both gathered in-house via feedback forms, and obtained via in-depth
interview in the present evaluation is overwhelmingly positive. Clients feel welcome at The
Loft, are comfortable accessing services there, are being connected with services which
effectively meet their needs, understand the information being given to them, and are
recommending it to others. Word of mouth, and the recommendation of family and friends
is a prime means through which clients find out about The Loft. Client feedback implies a
perception of quality in the service received. All data positively reflects on The Loft as a safe
and non-stigmatising space for individuals and families, and somewhere that is increasingly
visible and embedded in the local community. Stronger presence at community events
across the east side will further enhance this.
For the services based there, The Loft is providing some, but not all, with more affordable
accommodation than they previously accessed. However, the majority of The Loft’s service
partners report efficiencies in terms of the ease with which they can refer clients on to other
services, obtain advice from professional peers, access additional training and seek specialist
professional expertise. The Loft has provided a community of practice for the staff of its
partner agencies, including some who previously worked in much more isolated situations.
Workers based at The Loft have ready access to a much wider knowledge/advisory support
base than when based in stand-alone agencies, and many examples were offered where this
enhances their capacity to provide a service which effectively meets client needs. Feedback
from both clients and workers based at The Loft suggested that services are being delivered
in a more coordinated and integrated fashion than is possible via standalone services. This is
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due not only to the role of Navigator, but also in large part to the ease with which workers at
The Loft can connect with others from different agencies and share information and seek
advice regarding their caseload and their needs, which are often complex.
Several examples of innovative services have already emerged as a result of The Loft and its
way of working. The Māori health initiative for which Linwood Medical Centre is currently
seeking funding resulted directly from and was developed through the collaboration
between The Loft management and the centre. While there is still some work needed to
bring it to fruition, the data exchange project, sharing data between CDHB and a range of
Loft partner agencies continues to progress.

IMPACT OF THE LOFT MODEL OF DELIVERING SERVICES ON WELLBEING AND
RESILIENCE OF THE LOCAL AREA
The programme logic developed for The Loft articulates contribution to improved
community wellbeing / increased community resilience and wellbeing as the impact being
sought at community level. Evidence of this to date is mostly anecdotal and, realistically, is
likely to remain so. However, the present evaluation findings suggest that community
resilience and wellbeing is being supported through increased accessibility of support
services brought about by The Loft’s presence; efficiency gains for those services based or
delivered there; and through collaborative initiatives which The Loft has engaged in with
others, which have in turn resulted in further resources to support wellbeing and resilience
coming into the local community. More and more people in need in Christchurch east, and
across the city recognise The Loft as a safe place where they can easily obtain the support
they need. Satisfaction with services received from The Loft is high.
The Loft’s location is working very well at providing services in a place and space that is
highly accessible in terms of mobility, personal safety, freedom from stigma and connection
to transport links. It sits in the heart of one of Christchurch’s most socioeconomically
disadvantaged communities, and client data evidences strong service uptake from its local
catchment. The Loft’s impact on wellbeing and resilience is likely to grow as it continues to
promote its existence to the local community, and actively engage in community events and
activities with a wellbeing focus.

IMPACT OF THE LOFT MODEL OF DELIVERING SERVICES ON SUPPORT FOR PEOPLE
EXPOSED TO FAMILY VIOLENCE
Through its coordinated, co-located services and effective front-of-house assessment and
referral system, The Loft’s programme logic articulates that The Loft will refer between
agencies, develop integrated responses and shared plans, link clients to Navigators,
undertake needs assessment and refer clients to appropriate agencies. In doing so, The Loft
works to contribute to reduced exposure to family violence for children, individuals and
families. The Loft seeks to raise awareness of family violence and what to do to respond to
it, to provide easy access to holistic / multiple services, and to reduce barriers to accessing
support and information.
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Findings of the evaluation very much endorse these approaches as being delivered upon at
The Loft. External stakeholders see the one-stop-shop approach being delivered upon as
intended, wrapping multiple services around a client through an accessible and welcoming
point of entry in order to address multiple needs. Supports for people experiencing family
violence were seen to reach children, young people, women, men and all people using
violence and/or being subjected to violence. Family violence, along with mental health
issues, are the two most commonly-cited reasons why clients present to The Loft for help.
Service providers themselves are seeing a growing capability across Loft partners to
recognise and respond to family violence, and a growing readiness in the community to seek
help for family violence, both for themselves and for others around them. Aviva’s walk-in
client numbers have increased significantly since relocating to The Loft.
The Loft is working well at providing a tailored needs assessment service to people who
present to The Loft having experienced family violence and connecting them with a wide
range of services both internally and externally to meet their needs. The Family Violence
Wayfinder (offering short-term support and make safe interventions for those affected by
violence) is clinically supervised by Aviva; her specialist professional peer group is Aviva’s
social workers; and she uses Aviva’s Client Management System because this holds a lot of
very relevant clinical data. Through this role, specialist triaging can be undertaken for people
presenting to The Loft who have experienced family violence. Navigator data evidences The
Loft as connecting people experiencing family violence with a wide range of services,
including specialist family violence services in the community as well as those available inhouse by Aviva.
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1.

BACKGROUND

The Loft has been in operation for two years as at 4 July 2018, working to support the safety
and overall wellbeing of children, young people and their families. It set out to offer a new
way for the people of Canterbury to access a wide range of health and wellbeing services.
Located on the first floor of the Eastgate Shopping Centre in Christchurch’s eastern suburbs,
The Loft is a purpose-built space that is home to a broad range of social and community
services which operate alongside an Integrated Family Health Centre, and Community
Library and Council Service Centre, this model is identified by The Loft as unique nationally.
The choice of site, Eastgate Mall, was very deliberate. NZIER (2017) identified it as “located
within some of Christchurch’s most vulnerable communities and provides easy access for the
children and families seeking the services offered by each of the NGOs”. Research
commissioned by a former tenant, New Zealand Red Cross, in 2014 identified a community
preference for a centralised place where they could access multiple services (Research First,
2014).
All tenant providers have a lease agreement which binds providers to work together to
achieve The Loft’s purpose. It also binds them to not compete with each other or seek to
duplicate any service offerings provided by any other tenant partner.
Key agencies based in The Loft include Aviva (41 employees, including the 4 Loft employees.
Of these, 15 employees are part-time, averaging 20 hours per week each and the remaining
26 full-time), Family Help Trust (12 full-time staff and 5 part-time staff plus 2 part-time
contractors), Plunket East Sector (5 staff plus others called in as needed, 1 FTE, 0.9 FTE, 0.6
FTE and 2 staff 0.8 FTE), and Problem Gambling Foundation (now known as PGF Services)
and including its Pasifika Business Unit Mapu Maia, with national and local roles (FTE
equivalent not provided to evaluator), also has staff based there. A number of other partner
agencies host clinics and appointments, including Canterbury Community Law, Kingdom
Resources, Workwise, Pathways, Christchurch Resettlement Services and Laura Ferguson
Trust, among others. The Loft is now quite full in terms of office space. To enhance
wellbeing, the partnership model at The Loft aims to build a holistic portfolio of social and
community services in the form of a one-stop-shop. This drives The Loft’s rationale to
engage partners that each bring their own specialist point of service difference. Where a gap
is service need is identified, the partners will co-develop strategies to address this. For
example, a gap in budgeting services was filled by inviting Kingdom Resources to open a
weekly budgeting clinic.
Each service provider becomes a tenant to The Loft, thus contributing rent. Within The Loft
site there is no individual branding of the organisations based within it. This is an intentional
measure reported by NZIER (2017) “to reduce any psychological and emotional complexity
that individuals and families may have when assessing a range of often confusing brand
information about multi-agencies before deciding which to approach”.
For the past two years The Loft has operated with an unincorporated Board which is
responsible for the strategic leadership of The Loft. It consists of two representatives from
Aviva, two from the Family Help Trust, two independent members, and the Director / CEO of
Family Help Trust and Aviva. The Loft’s Manager also attends. The Board is chaired by
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Karleen Edwards, CEO of the Christchurch City Council. A Charitable Trust is in the final
stages of being established, taking the governance body to a formal level. Under that
structure, funds will be able to go directly to The Loft, rather than The Loft sitting under the
umbrella of Aviva’s Charitable Trust, as they have to date. The Loft management team
comprising representatives from Plunket, PGF Services, Family Help Trust and Aviva. It is
responsible for the management oversight of The Loft and supporting The Loft Board. In
addition, a quarterly forum for senior managers/leaders was established and met
throughout 2017 but participation was inconsistent. The Loft learned from this that their
expectations of partners need to be proportionate to their investment of staff and other
resource at The Loft.
At the request of The Loft partners, Aviva holds the head lease with the owners of Eastgate.
Under the terms of this agreement, Aviva can assign the head lessee to another entity, but
only if/when the other entity is financially sustainable. Equally, The Loft Trustees will not
accept this assignment until The Loft entity is sustainable. Theoretically, Aviva could assign
the head lease to another partner, but none to date have been willing to take this on.
The Loft has three internal service provider committees: Health and Safety, Organisational
Culture, and Client Pathways.
The Loft operates with four paid staff (currently employed by Aviva until the legal status of
The Loft is finalised): a Manager (FTE equivalent) and three staff reporting to management
(0.5 FTE Navigator who undertakes the assessments and assists each customer to access the
services onsite - a role delivered by The Loft partners’ clinical staff for the remainder of the
time), an FTE Tautaawhi Manuhiri (greeting/reception/administrative role); and an FTE
Wayfinder, who is a clinical practitioner that supports clients who have experienced family
violence, either as perpetrator, victim or both. It delivers a service grounded in its
Whakatauki: Poipoia, tautokotia kia eke te tihi o Oranga: ‘through nurture and support you
will reach the summit of wellbeing.’
The Loft acts as a co-working space, where local agencies can book rooms and hot-desk, as
well as becoming a tenant.
The Loft strives to enhance access to support from multiple services, working together in
one shared space. People can approach The Loft via referral form or by calling or dropping in
and are pointed to the agency or agencies best able to meet their needs.
Driven by a desire to understand The Loft’s progress on their journey towards purpose, as
well as the work undertaken under commission by Brown Bread, management of The Loft
sought to commission an external process and short-term outcomes evaluation of the
project. This work was guided by independent research planning and logic modelling work
undertaken in mid-2017 by New Zealand Institute of Economic Research (NZIER). This in turn
informs The Loft’s strategies for improvement, innovation, growth and tech/data collection
developments (e.g. Data Exchange, UCan Business School partnership). From the outset, The
Loft’s partners have been committed to a research-informed, evaluative approach. The
evaluation was undertaken from September – December 2018, primarily undertaken by
Sarah Wylie, an independent researcher and evaluator with extensive experience in

Confidential – not for circulation

9

community-based research and evaluation, and with quantitative data analysis and
visualisation undertaken by Nicola Morton, under sub-contract.

2.

AIM

The aim of the evaluation was to tell the story of The Loft as it currently operates, and to
capture the learnings of The Loft as a whole, including its navigation service, to build
understanding of The Loft: what it is, how it is working, and how it differs from other service
delivery models and approaches.
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3.

EVALUATION QUESTIONS

The evaluation framework developed by NZIER informed design of the present evaluation,
with the measures related to the outcomes and impacts in the logic model. The three key
evaluation questions for The Loft are as follows:
4. What evidence is there that The Loft is an effective and efficient model to deliver
innovative/quality services for local vulnerable communities?
5. What difference has The Loft model of delivering services made in contributing to
improved wellbeing and resilience of the local area?
6. What difference has The Loft model of delivering services made in contributing to
support for people exposed to family violence?
FIGURE 1: SHORT TERMS IMPACTS FOR WHICH EVIDENCE WILL BE GATHERED

Source: NZIER and Loft partners

In addressing these questions, the evaluation also explored:
1. What is The Loft and what does it entail in practice?
2. What are the characteristics of those accessing The Loft and its services?
3. What is the difference between The Loft and a) other collaborative social service
approaches (including Right Service Right Time and Canterbury Family Violence
Collaboration) and b) shared accommodation social service bases such as
Christchurch Community House?
4. What are clients’ experiences of The Loft?
5. What value is The Loft adding? Is the whole more than the sum of its parts (i.e. the
respective agencies based at The Loft), and if so, in what ways?
6. What are the organic learnings from The Loft to date?
Confidential – not for circulation
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4.

METHODOLOGY

In order to effectively address the research questions, a mixed methods approach was
taken, involving:
•

Description of comparison models (Right Service Right Time (RSRT), Christchurch
Community House, Canterbury Family Violence Collaboration) and connection to
prior research and development.

•

Quantitative analysis of client contact data, developing a picture of the
demographics of people accessing services from The Loft (age, sex, ethnicity,
socioeconomic deprivation indicators, geographic catchment), the needs they are
seeking support in relation to, and responses provided, including referrals.

•

Thematic analysis of stories from Loft residents, gathered by The Loft management
and supplied to the evaluator.

•

Observation of front-end work at The Loft over two days, with days selected with
guidance from the Navigation team, with nature of workload summarised to provide
a snapshot of the work of Navigators.

•

Analysis of service user feedback forms
Feedback forms completed by clients who had received the Navigator service (36 in
2016, 56 in 2017 and 48 in 2018) were analysed, with findings developed into
infographics.

•

Consultations with service users
7 service users were consulted, 3 choosing to take part in a small focus group, and
the remainder choosing to be interviewed by telephone. The focus group took
approximately 45 minutes, and the telephone interviews between 10 and 30
minutes. Full informed consent was obtained from participants. They received a
token voucher to reimburse their transport costs and/ or time. Service users invited
to take part in an interview or focus group were selected using purposive sampling
to ensure that the composition of the informant group was, as far as possible with a
small sample, representative in terms of demographics of client users. With around
40 percent of service users Māori, efforts were taken to ensure that half of all
respondents are Māori, and the sample was representative in terms of gender.
Those invited to be interviewed were selected from the database by staff, sampled
from clients who have accessed The Loft over the past six months, sorted by Māori
and non-Maori, and by gender, to ensure a representative sample. Because not all
service users identified were able to be contacted by The Loft staff, and not all of
those for whom contact details were consented to be passed onto the researcher
agreed to be interviewed or were able to be contacted, the sample was slightly
smaller than was the target, and included only one Māori service user. While the
focus group was audio-recorded with consent, telephone interviews were not
recorded.
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•

Interviews with key external stakeholders including representatives of the following
agencies / organisations:
− Eastgate Mall
− Linwood Library, located close to The Loft in Eastgate
− Linwood Medical Centre, also located close to The Loft in Eastgate
− Representative of New Zealand Police
− Representatives of two funding agencies, interviewed together, one in person
and one via speakerphone*
− Government agency (two personnel interviewed together)*
− Key community stakeholder – east Christchurch community*
− National manager of PGF Services, a service with presence in The Loft
− An east Christchurch social service and community development provider*
− Social Investment Agency
− Home and Family Society Inc. (as member of CFVC and RSRT agency)
− Christchurch Community House
* Denotes did not wish to have agency identified as part of evaluation.

Fully informed consent was obtained from all external stakeholders consulted. Where
consented, interviews were recorded using a digital recording device, and extensive notes
were taken of all consultations. Consent forms and Information sheets are included as
Appendices to the present report.
•

Consultations with internal stakeholders
The following consultations were undertaken with internal stakeholders of The Loft:
− A focus group was held with 2 members of its non-legal Board, and one Board
member responded via an email survey.
− A focus group was held with 7 members of The Loft’s Senior Management
Group. One of its members, away at the time of the focus group, was
interviewed individually at a later date.
− A focus group was undertaken with three staff, each from different partner
agencies (Family Help Trust, Plunket and Aviva) who have participated in frontof-house Navigation service delivery.
− The three members of the front-of-house team were interviewed: The
Tautaawhi Manuhiri and Navigator interviewed together and the Family
Violence Wayfinder was interviewed individually.
− Interviews were also conducted face-to-face with The Loft’s Organisational
Culture Convenor and the Client Pathways Convenor.
− 14 staff from a range of agencies based at desks “back of house” at The Loft
were invited and agreed to take part in a short mini-interview. This was
undertaken at their desk, during a normal work day. All staff present at their
desks during the interview slot were invited to answer a few questions. All
agreed. Names and organisations were not recorded to preserve confidentiality,
but gender was recorded.
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5.

THE CONTEXT IN WHICH THE LOFT OPERATES

Through Aviva as fund holder, The Loft commissioned NZIER to develop a research and
evaluation plan for The Loft, reported in July 2017. As part of this process, NZIER prepared a
programme logic model for The Loft, developing the draft through interviews with key
stakeholders and a literature scan of The Loft’s founding documents, and finalised via a
stakeholder workshop.
The logic model developed for The Loft focuses on The Loft at three levels:
•

•

•

The site - the physical space but also governance and leadership structures,
operational elements, collaboration and joint training activities and outcomes, joint
staffing arrangements, and the cultural environment
Services – focusing on development of integrated services delivered jointly and on
the coordinated delivery of the existing services offered by partners. Expected
outcomes are both better quality services for clients and greater efficiencies for the
providers.
Community –children, families and whānau and the communities within which they
are embedded, and how well connected The Loft and its partners are to other
service providers and local community initiatives.

It drilled in detail into both site as well as community, services expected to be covered in
each service’s own logic model.
The logic model developed by NZIER with The Loft is as follows:
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FIGURE 2: OVERARCHING LOGIC MODEL FOR THE LOFT
Showing high level impacts at the site, services and community levels

Source: NZIER and Loft partners

FIGURE 3: THE LOFT SITE LEVEL LOGIC MODEL

Source: NZIER and Loft partners
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FIGURE 4: THE LOFT COMMUNITY LEVEL LOGIC MODEL

Source: NZIER and Loft partners
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Since the evaluation framework was developed, The Loft commissioned two other projects
of relevance to the present evaluation.
Earlier in 2018, The Loft sought insights from a specialist engagement and partnerships
provider, Brown Bread to inform its interactions with funders. The company conducted a
small number of interviews and researched the current charitable landscape and social
services sector in Canterbury, to inform their recommendations, which are summarised as
follows:
•
•
•

•

A need to refresh the narrative of The Loft, while continuing to implement current
infrastructure initiatives to attract future funding.
A need to continue to build credibility with funders, including government.
Value was identified in establishment of an independent governance board for The
Loft with its own financial structure, reinforcing The Loft’s cause and helping engage
internal and external stakeholders.
A need to improve data collection, and the value of efforts in-house to address this,
including the data exchange project.

The social enterprise aspects of The Loft’s operations were flagged as significant in terms of
the story The Loft can tell funders.
Brown Bread (2018) reviewed The Loft’s funding base, summarising its resourcing in the
early stages of development. Key funding for the capital fit-out came from Rātā Foundation,
CCC’s Mayor’s Earthquake Fund, New Zealand Red Cross, and Lotteries Community Facilities
Fund with other key funders including MSD’s Capacity Investment Resource Grant, Tindall
Foundation, Wayne Francis Charitable Trust and Sutherland Self Help Trust.
They made recommendations to The Loft for its funding approach moving forwards.
The second recent relevant commission of The Loft was its Collaboration and Innovation
Project, completed in May 2018 by Gemelli Consulting. This entailed a “high level review”,
which resulted in identification of a range of opportunities for greater collaboration. A
number of "quick wins" were identified, along with a further 11 recommendations assessed
as having the highest benefit-to-cost ratios and, as such, flagged as priorities for securing
funding and implementing as soon as is possible.
The “quick wins” identified were as follows:
•

•
•
•
•

Create opportunities for Loft Partners to share what they do (internally), via
development of short-form comms material for internal distribution and regular
engagement between Partner boards and senior management
Continue with the Data Exchange project as a priority
Suggestions were raised for encouraging Council use of The Loft’s facilities.
It was recommended that The Loft extend its senior management team membership
and Loft Board membership to Partners other than just Aviva and FHT
It was also recommended that they consider joining the "collective of collectives"
organisation and develop a schedule of upcoming consultation opportunities at SMT
and Board level.

The following recommendations were flagged as high benefit in terms of cost : benefit
ratios:
•
•
•
•
•
•
•
•
•

Progress The Loft's Strategic Plan and Annual Business Plan
Assess whether there are any Client identified gaps
Undertake a review of The Loft's financial structure
Explore a budgeting support organisation joining as a partner of The Loft
Explore the potential to provide counselling services at The Loft
Explore collaboration with mental health service providers at The Loft
Explore the pros/cons of hot-desking
Increase communication with the community
Assess whether each Loft Partner has reduced their operating costs since joining The
Loft
Undertake a "financial and economic analysis to estimate partner organisations’
efficiencies, client efficiencies, and the value for money of the co-located model of
service delivery"
Undertake an operational review which looking at how each organisation/teammember works and where there are efficiencies to be gained or duplications to be
removed

•

•

A number of these recommendations appear to have already been taken on board by the
time the present evaluation took place.

CENTRAL GOVERNMENT POLICY DIRECTIONS
It is evident in reviewing internal documentation that The Loft has always been very mindful
of the political context in which it is operating. In one of its own background documents, The
Loft – Co-locating Child and Family Wellbeing Services in Eastern Christchurch (2018), it was
noted that Ministry of Social Development’s 2017 briefing to the incoming Minister and a
speech by the Minister in February 2018 both align well with The Loft’s model and objectives,
the briefing quoted as follows:
“These are increasingly complex issues that will not be resolved by one agency
working in isolation. Sustainable, long-term solutions will involve cross-agency
work from a number of Government agencies as well as greater partnerships
with other players, including service providers, community groups, iwi, Māori
organisations and employers.” (MSD incoming briefing to Minister of Social
Development, 2017).
The brief identified three key outcome areas:
•
•
•

Alleviating poverty and hardship
Supporting people into work
Responding to family and sexual violence.

There is obviously a very high level of alignment between these and the kaupapa and mahi
of The Loft.
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RESEARCH GROUNDINGS
Just as internal documents provide strong evidence of mindfulness of the political and policy
climate in which The Loft is operating, there is also strong evidence of an evidence-based
approach to the development of The Loft. The Nonprofit Centers Network in the United
States was utilised as the primary source of evidence on co-location (Bradbury et al, 2011).
In their review of almost two hundred NGO co-locations across the US, they identified that
some of the same drivers for collaboration (e.g. limited financial resources and
encouragement from funders), also drive co-location. Like collaboration, co-location was
identified as benefitting both organisations and clients, particularly through improved
visibility, meeting space and opportunities for collaboration and networking among tenants,
but also through cost savings, knowledge sharing, improved access to technology and
improved engagement with local communities.

ALTERNATIVE MODELS OPERATING IN CHRISTCHURCH
Colocation of social services and increased willingness and capacity for collaboration has
been a trend arising out of necessity in post-quake Christchurch. A number of collaborations
are in place in the city and were seen by informants in the present evaluation to be working
well. For example, the strength and effectiveness of the Canterbury Family Violence
Collaboration earlier on was identified by informants from the sector as one of the drivers
behind selecting Christchurch to pilot a new central government response to family violence.
The brief for the present evaluation explicitly sought comparison of The Loft with a number
of different social service entities in Christchurch - some collaborative, some around colocation and some seeking to provide a single point of entry to multiple services.
Right Service Right Time
Right Service Right Time is a web-based self-referral portal for support services for children,
young people and families, operating with core funding from Rātā Foundation, Pegasus
Health, and while post-quake funding was still available, New Zealand Red Cross. Barnardos
act as fundholder. Operating since 2009, Right Service Right Time purports on its website
(www.rightservice.org.nz/about) to be the only service like it in New Zealand. It pre-dates
Oranga Tamariki’s Children’s Teams. To some degree, there are similarities between these
two models. Referrals can come from families themselves or from agencies.
Right Service Right Time’s website encourages families to check out the support options
available in their community and lists all member services. It also offers online
resources to support families. If these resources do not meet the needs of those seeking
help, Right Service Right Time’s website advises them to contact the Right Service Right Time
Coordinator by telephone, email or to make an online referral.
The Right Service Right Time Coordinator undertakes to respond within two weeks, work
with the client to understand their family’s needs and seek their consent to progress the
referral to the agency/agencies that the client and coordinator have agreed can best assist
the child and family/whānau. It is not a face-to-face service.
Available data on Right Service Right Time’s client case load is dated. In 2014 / 2015 it
received 408 referrals, 55 percent from health providers, 15 percent self-referred, 13
percent of referrals came from education providers, CYF 3.2 percent, and NGO 12 percent.
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This data would seem to suggest that RSRT is predominantly used as a referral platform for
professionals rather than self-referral by individual service seekers, contrasting with The
Loft, which is very much an access point to services for self-referrers. RSRT’s referrals came
from all over Christchurch, but the largest numbers were from Woolston, Linwood and
Aranui, similar to The Loft, and reflecting the high needs of the Christchurch East
community. Many of the referrals related to mental health (both adult and child) and child
behaviour. Of those referrals, it referred 253 onto other service providers, completed 25
brief interventions themselves, liaised with service providers for 134 families, and provided
information to 37 families. 10 families received multi-agency services following the RSRT
Response Panel consultation. No referrals were received by either Aviva or Family Help
Trust, who are members of the network.
An update on Right Service Right Time’s current operations was obtained from one of its
partner agencies. Right Service Right Time was identified as “at its peak in 2015”, with no
meetings held of its agencies in recent times. When it was working strongly, referrals which
came through RSRT were perceived by the stakeholder interviewed as well-triaged and were
appropriate. When referrals come through RSRT, they tend to be for business as usual
services rather than for tailored responses, with clients directed to specific services offered
by a particular provider.
Canterbury Family Violence Collaboration
Canterbury Family Violence Collaboration has been in operation for more than seven years,
and was established post-quake (www.canterburyfvc.co.nz). The Canterbury Family Violence
Collaboration (CFVC) comprises a diverse community of over 50 partners, including agencies
working within the Family Violence Sector, Police and stakeholders working across the
health, education and national and local government sectors. CFVC is reported to run
prevention projects, training and development opportunities, and provide advocacy
regarding family violence. A number of services based or with a presence at The Loft are part
of CFVC, including Aviva, Plunket and Pathways. On its website, the Collaboration reports
having developed a national reputation.
CFVC has a reference group in place, along with a steering group, and dedicated work
streams are reported on the website as well underway taking action in five identified
strategic priority areas: Prevention, Learning & Development, Crisis Response, Voice &
Connection and Sexual Violence. Early on its operation, the CFVC met regularly, bringing all
key parties working in the family violence sector together. According to its website, it
presented an opportunity for good training and awareness-raising regarding reducing the
incidence of family violence and raising awareness regarding family violence harm. This year,
and perhaps even over the last two years, it has somewhat gone on the back-burner, as
most of the key agencies represented on CFVC also come together through the Integrated
Safety Response (ISR) pilot currently operating in Christchurch. CFVN leads White Ribbon
Day in Christchurch. According to an internal stakeholder in The Loft, the reference group
has not met and there has not been a report provided by the steering group since 2016. Nor
has there been a meeting of the crisis response working group. Until recently, the
information on the CFVC website was apparently dated 2016. However, CFVC (under
Barnardos) still receives funding from MSD to run the network and has also received
additional funds from ISR to provide training.
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Integrated Safety Response
Aviva was a contracted ISR provider from July 2016 until December 2017. From The Loft,
Aviva provided co-located ISR ‘Independent Victim Specialist (IVS)’ services and the
‘Perpetrator Outreach Service’ to men using violence. Aviva exited ISR in December 2017
because the terms of the new ISR contract required Aviva’s Independent Victim Specialists
to report operationally to NZ Police. Government was apparently unwilling to prepare a
shared Health and Safety plan to manage this operational arrangement until Aviva signed
the contract; as a result, having previously raised concerns about ISR’s approach to caseload
management, Aviva exited the pilot when Government withdrew its contract offer. Aviva
continues to receive and respond to the ISR Daily List (Aviva CEO, 2018) and receive taskings.
In the ISR pilot, all family harm episodes attended by Police are referred to ISR, along with all
identified high risk releases from Corrections. A Safety Assessment Meeting (SAM) is held
daily, drawing together Police, Oranga Tamariki, Corrections, CDHB, Iwi representatives and
relevant not-for-profits. High risk cases are referred through to an intensive case
management meeting, attended by a larger pool of professionals working across the family
violence sector, and allocated to different types of workers depending on level of risk.
Family Safety Plans are prepared and implemented, with a plan lead and taskings allocated
to a specific agency. ISR strives to achieve a collaborative and integrated response that is
whānau-centred and risk focused. Assessing the value of this model is outside the scope of
the present evaluation. However, it is relevant to keep this this model in mind, given that it
has gained traction over the past year, and has effectively replaced CFVC as the key
mechanism for collaboration, at least currently, across the family violence sector in
Canterbury. A key informant involved in both family violence entities identified ISR as having
made the family violence sector much stronger in Canterbury.
Christchurch Community House
Christchurch Community House (CCH) was established in 1989 by The Canterbury
Community Trust and Christchurch City Council to provide affordable office accommodation
for community groups (CCH website, www.CCH.org.nz). According to its manager, who was
interviewed, CCH currently has 33 community organisations as tenants, and 107 members.
CCH offers a range of tenancies, from virtual offices (physical mail address, ability to rent
meeting spaces etc.) to open plan and walled office spaces. In practice, most of its tenant
not-for-profits are small, with the largest having 6 staff, and most only having one or two.
Shared facilities are offered, including photocopying, a telephone system, insurance, bulk
stationery purchasing network and IT support. These strive to deliver efficiencies for tenants
through economies of scale. CCH has a fulltime manager and fulltime receptionist,
supported by volunteers who assist through targeted workload (e.g. supporting a tenant in
preparing a mailout). Of CCH’s costs, half are covered through rent, and half through funding
and social enterprise, renting out meeting and office spaces to businesses at commercial
rates. This in turn subsidises rental rates for community groups. Businesses can join a
supporter’s scheme for a cost, which gives them discount for regular use of the premises.
In terms of collaboration, CCH runs a weekly morning tea, aiming to create a community
feel. It also hosts funding expos in collaboration with VolCan and hosts a Christmas
celebration for tenants. Natural collaborative relationships do develop between some
tenant agencies, but there are no purposeful collaborative projects for CCH as a whole. The
reception service directs people to the agency they have come to see. CCH gets a small
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number of walk-ins, but not all people who visit CCH are there to see a particular community
organisation. Where walk-ins do occur, they tend to be referred from Work and income,
without a clear idea who they are coming to see. Unlike The Loft, CCH does not actively
guide people through their services or have a shared referral process.
At national level, Whānau Ora (https://www.tpk.govt.nz/en/whakamahia/whanau-ora)
operates with a similar Navigator model to The Loft. It employs 26 Navigators, either
through a service provider or an umbrella agency to help whānau access the support they
need within their communities. The initiative is funded by Te Putahitangi to support Māori
to find solutions to the complex issues affecting whānau. This investment philosophy is
guided by four principles: panani hou - innovation, Kāinga - focused local solutions,
kotahitanga - integrated solutions and collaborative delivery, and kōkiritanga - partnerships
and Government alignment. Neither Whānau Ora nor Right Service Right Time are designed
to provide crisis response service in the way The Loft is, with longer timeframes between
first contact and connection to services.
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6.

ANALYSIS OF CLIENT DATA

Feedback forms completed by a sub-group of clients who had received the Navigator service
(36 in 2016, 56 in 2017 and 48 in 2018; 140 in total) were analysed, with findings developed
into infographics. Completion of the forms is voluntary, and hence numbers do not equate
to number of clients.
The Loft’s Google Form-based database was also analysed to develop a picture of its serviceuser group in terms of demographic characteristics, needs presented, and services provided.
Findings are presented on the following pages.

KEY FINDINGS:
•
•
•

•

•

Of those accessing the Navigator service in the past year, around 1 in 5 are males,
with the majority of clients’ female.
A third of those clients who have received a Navigator assessment in the past year
identified as New Zealand Māori.
Asian and Pasifika were under-represented in the client group in terms of their
representation in the Christchurch East and Christchurch city population (Pasifika in
Christchurch form 3.1% of the city population according to the 2013 census; Loft
client data shows that 3% of Loft clients are Pasifika).
The bulk of clients assessed by the Navigator were from Christchurch Central and
East’s most socioeconomically disadvantaged communities, with 63.4 percent of
clients drawing from the postcodes 8083, 8061, 8062, 8011 and 8013, Central
Christchurch, Woolston, Linwood, Aranui, Wainoni and Brighton See infographic
map following). However, some clients attended from further afield, with 4.4
percent from Hornby.
Most commonly, clients who saw the Navigator in the last year were in 21-45 age
group, the age group most likely to have dependent children.

Feedback regarding the Navigator service, provided via client feedback forms, was
overwhelmingly positive.
The feedback forms have been modified and adapted over time as The Loft’s Client
Pathways group has refined their survey forms, so not all questions have always been asked
of clients.
•
•
•
•
•

96 percent of clients rated their first impressions of The Loft as good or better.
All those asked about their first impressions of front-of-house staff rated them
positively.
95 percent of those asked rated their overall experience of The Loft as positive.
99 percent of clients asked said they felt well-supported at The Loft.
Feedback from clients identifies The Loft’s location as easy to find.
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Analysis of data on all clients who were assessed by the Navigator service in the past year
show that a large proportion found out about The Loft through word of mouth, the
recommendation of family and friends, or by seeing it at Eastgate.
The most common challenges faced by these clients were around mental health and
domestic violence, followed by issues associated with both poverty and financial
dependency – housing and financial problems.
The Navigator service data shows that clients are being seamlessly connected with the full
range of services based in-house, but also with a wide range of external services. Evidence
very much identifies The Loft as a one-stop-shop for people and whānau with a whole range
of needs.
According to the Navigator client database, over 300 referrals were made to over 80
external agencies in the past year. However, this data was collected for those clients who
received support through the Navigator and does not provide a picture of all support
provided via The Loft. It would be useful to see enhancements made to the way in which
Navigator client data is recorded, moving from Google Form to a more purpose-built data
collection system, accompanied with staff training to support its optimal use. It would also
useful to set in place further data collection systems to fully document and accurately record
all the assistance being provided by The Loft, including keeping a tally of clients provided
with practical support (food parcels, food donations, clothing etc.).
The evaluator sought to document the numbers of referrals between different organisations
based at The Loft over time, with a request put out for this data from each manager.
However, a number of organisations based at The Loft do not record external referrals at
agency level, instead coding these as not-for-profits / community organisations,
Government organisations, health etc., making it very difficult to quantify the impact that
The Loft is having in terms of referrals between partner agencies. It would be advisable for
The Loft to require each tenant organisation to track and report numbers of referrals to each
of the partner organisations on a monthly basis, and for this data to be collated, as it
evidences The Loft linking clients to appropriate services with Loft partners, efficiencies for
partners through easy referral on to other service providers, and integrated service
provision. In late 2018, The Loft received $5,000 in sponsorship from UC Business to cover
the costs of purchasing, installing and setting up two touch screen devices in The Loft
reception area, in return for an opportunity for UC Business School students to participate in
projects throughout the year where to help improve the collection of data through those
devices and provide expert analysis of the data collected. A signed MOU is in place to
support this partnership. This exciting opportunity will result in feedback from a greater
sample of Loft clients. The advisory opportunity would be usefully directed at addressing the
issue outlined above.
Family Help Trust do record which community organisations they receive referrals from.
Their analysis of their incoming referral data shows that referrals from Plunket doubled
since they moved to The Loft. However, this statistic is influenced by the fact that two of
Plunket’s staff based at The Loft specialise in high-need clients (FHT’s core focus).
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Figure 5 shows an analysis of reason for visit for foot traffic to The Loft over a one-week
period. The high foot traffic from Linwood Medical Centre evidences the growing
collaborative relationship between The Loft and the medical centre.

FIGURE 5. ANALYSIS OF FOOT TRAFFIC FOH OVER A WEEK, EXCLUDING WORKERS BASED
AT THE LOFT: REASON FOR VISIT

While The Loft has worked hard to record client data for the Navigator service, some of the
simple assistance (e.g. advice, small scale food or clothing assistance, sharing of donated
goods etc.) provided to people who seek help from The Loft occurs front-of-house, and is
not recorded. It would be good to see all front-of-house interactions which result in some
action (advice, practical support etc.) recorded so these can be quantified and reported
upon. The UC Business initiative could be utilised for this purpose. Further, clients who have
been assessed by the Navigator and connected to a partner agency often receive some
supports directly through The Loft but these are not recorded. For example, on average,
seven food parcels go out of The Loft per week, and clients of any of The Loft’s partners can
be provided with donated goods to meet their needs (donated goods are pooled across The
Loft for access by clients of any of the services based on need) but these are not recorded in
a reportable fashion for The Loft.
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7.

FINDINGS OF CONSULTATIONS
EXTERNAL STAKEHOLDERS

13 external stakeholders were interviewed as part of the evaluation. They represented a range
of central government agencies, funders, and not-for-profits.

STRENGTHS AND BENEFITS OF THE LOFT
The most common themes in external stakeholder feedback were as follows:
For the community:
•

•

•

The Loft is very much delivering a one-stop-shop, placing the person at the centre of
services, and that the community is finding benefit in this. People come into services at
The Loft through “one front door” and services were identified by the majority of the
external stakeholders consulted as wrapping around the people who present with a
need, without the person needing to go looking for the services that meet their
particular needs. Supports can be engaged without the person needing to know what
supports will meet their needs, or which agencies provides these.
The Navigator / social emergency response role at The Loft was identified as central to
the model’s success and the mechanism that takes the model from service colocation to
a one-stop-shop, in that that clients do not have to keep retelling their story. The
Navigator service was seen as supporting multidisciplinary responses.
The location is perfect – accessibility to the community both in the local area,
characterised by high levels of socioeconomic deprivation and for people from across
the city who need to access services based there. In particular, the location was
identified as working well because of the following attributes:
• It is very accessible by car with great parking.
• It is located on key bus routes.
• Eastgate is the key shopping and healthcare destination for greater Linwood, in a
community where many people do not travel far to access services – The Loft is
within walking distance for many.
• A visit to The Loft is able to be accessed on a trip combined with shopping, going to
the doctor or visiting the library.
• The location is very neutral, and this is valuable for services that have a lot of stigma
attached for some of those people who need to access them.
• The Loft was described by some as highly visible:
“ITS SPOT ON IN ITS CHOICE OF LOCATION.”

For agencies:
A strong step towards collaboration in a co-location model, organisations were seen to be
benefitting from working together; talking to each other and referring between services more;
sharing information; and accessing advice from each other.

“WHEN IT WORKS WELL, IT’S ONE OF THE BEST EXAMPLES OF
COLLABORATION THAT WE HAVE. THE WORD COLLABORATION
DOESN’T EVEN CAPTURE IT.”

The Loft was identified as actively trying to integrate in its local community, and especially
within the Mall, with the medical centre, library and mall management and retailers.
“THEY’VE PUT OUT THE CHALLENGE REALLY, ABOUT THIS IS HOW
SERVICES CAN OPERATE COLLECTIVELY WITHOUT THAT WHOLE
SENSE OF COMPETITION. IT’S COLLABORATIVE AND COOPERATIVE,
AND IT’S ABOUT STRIVING FOR THE BEST OUTCOMES FOR THE
PEOPLE THAT COME THROUGH THE DOOR. AND IT’S THE KIND OF
STUFF THAT WE’VE TALKED ABOUT IN THE SOCIAL SECTOR FOR A
LONG TIME.”

Development of The Loft was identified by one stakeholder as occurring at a time when
collective impact was building momentum and the focus was shifting from outputs to outcomes,
and multidisciplinary approaches.
Other strengths and benefits of The Loft model less commonly identified by external
stakeholders were as follows:
•

•
•
•
•
•
•
•
•

•
•

•

It has a lovely feeling front-of-house, with the Navigator role working well and the frontof-house area “never feeling corporate”, instead being described commonly as
welcoming and modern.
The presence of The Loft completes Eastgate as a real community centre.
For the agencies involved, it raises their profile through one brand.
Services can support each other if one is under stress.
The partner organisations are not working in isolation but instead, towards a wider
vision.
The Loft offers another point of contact with clients for those providers who run clinics
using The Loft as a satellite site.
The Loft has improved the whole feel of Eastgate.
The community around it think of it as “their Loft”.
For those services that are present at The Loft for just some of the time, they can tap
into significant resource there and deliver a service in a context where others have a
much bigger picture focus. These organisations are better able to address specific needs
because other wider needs are also being addressed.
Word-of-mouth has normalised accessing support from The Loft.
The medical centre, library and The Loft all complement each other in terms of foot
traffic and profile, capacity to work together on joint initiatives and referrals. The Loft
offers the mall a point of difference to other malls across the city.
By having multiple agencies working together, the opportunity to have political clout
increases.
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IMPACT OF THE LOFT ON CONNECTIONS BETWEEN AGENCIES
It was suggested that from the sidelines, The Loft has shown others in Christchurch and
nationally what co-location of social services can look like.
“THEY WERE THE AUTHOR OF SOME OF THE OTHER
COLLABORATIVE INITIATIVES THAT ARE GOING ON NOW.”

Some of the external stakeholders were aware of changes in the way some of the agencies
based at The Loft are working with each other, and saw this as very positive, one commenting
that knowing people in other organisations breaks down barriers and makes it much easier and
more efficient to refer clients on for additional support. True collaboration was generally seen
by external stakeholders as still very much in development at The Loft. The data exchange
project is one of the first real steps towards this, and a need to move into collaborative service
design rather than agency-based responses was flagged externally.
A number of external stakeholders knew of particular examples of collaborative responses
between different services based at The Loft, and with other key players based in Eastgate.
The next steps which emerged from external stakeholder feedback were around strengthening
The Loft’s collective networking and collaboration beyond Eastgate, with a wider range of
services across Christchurch East and a wider range of services involved in addressing family
violence. A handful of external stakeholders queried the extent to which The Loft as an entity
were collaborating beyond the services based there. The fact that multiple examples were
provided from internal stakeholders interviewed suggests some of this is happening without
being recognised by / promoted to funders and other external stakeholders.

IMPACTS OF THE LOFT ON WELLBEING AND RESILIENCE
One of the key questions the evaluation was intended to explore was around the difference The
Loft model of delivering services has made in contributing to improved wellbeing and resilience
of the local area.
For a number of external stakeholders, including funders, they did not feel they were in a
position to see such impact at community level, and did not feel this story had been told to
them or been articulated in funding applications. For most external stakeholders, evidence of
positive impacts on wellbeing and resilience in the local community had been largely limited to
impacts for individual clients. The impact of The Loft on those clients who walk through the
doors was seen as significant.
One funder did comment that “The Loft is not one of those projects that rings in your ear.” They
were keen to see evidence of engagement at community level beyond the client group, lifting
the profile of The Loft.
Biggest impacts identified of The Loft on community wellbeing and resilience were seen to be
achieved via 1) increased accessibility of support services, but also 2) efficiencies achieved by
working together and 3) the impact of collaborative initiatives which The Loft has engaged in
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with others, which have in turn resulted in more resources to support wellbeing and resilience
coming into the local community. The partnership between the medical centre and The Loft was
flagged as something that has tangibly impacted on wellbeing in the local community, with
around 10,000 patients having very ready access to services at The Loft because of its physical
proximity. Further, initiatives have come about or are under development targeting some of the
most vulnerable of their patients as a result of the partnership with The Loft.
The impact of The Loft on wellbeing and resilience was expected to grow as it builds its profile and
presence with other agencies across the community, and as more and more people find out about it.
“THERE’S NO NUMBER FOR IT, BUT THERE’S THE BENEFIT OF MY
SOCIAL WORKER KNOWING THE RIGHT PERSON TO CALL, SO OVER
THE COURSE OF A YEAR, SHE MIGHT BE ABLE TO HELP 25 MORE
PEOPLE BECAUSE SHE’S MORE EFFICIENT ABOUT WHO SHE PUTS
PEOPLE IN TOUCH WITH.”

“IF WE WERE JUST A PRACTICE, AND WEREN’T CONNECTED WITH
THE LOFT, WE MIGHT NEVER HAVE APPLIED FOR (FUNDING FOR
MĀORI HEALTH INITIATIVE). I WAS ABLE TO MEET WITH A
HANDFUL OF PEOPLE HERE, NARROW DOWN OUR CONCEPT,
DRAFT IT, KICK IT OVER TO (A WORKER AT THE LOFT), WHO HAS
WAY MORE EXPERIENCE AT APPLYING FOR GRANTS IN NEW
ZEALAND, SHE WAS ABLE TO GIVE ME DIRECTION ON HOW TO
WORD IT AND HOW TO MAKE IT MORE COLLABORATIVE AND TO
ADD IN WHAT THE LOFT COULD DO ON THEIR SIDE, AND THEN WE
COULD PUT FORWARD A MUCH STRONGER PACKAGE REGARDING
HOW WE COULD IMPROVE ON MĀORI WELLBEING (THROUGH
ADDITIONAL ROLES FOR WHICH FUNDING BEING SOUGHT).”

IMPACTS OF THE LOFT MODEL OF SERVICE DELIVERY IN CONTRIBUTING TO SUPPORT
FOR PEOPLE EXPOSED TO FAMILY VIOLENCE
When external stakeholders were asked what impact they saw The Loft as having on supporting
people exposed to family violence, the one-stop-shop approach, wrapping multiple services
around a client, all through one accessible door and a welcoming, visible and accessible service
was most commonly cited as evidence for this. Capacity to address multiple needs was seen as
increasing the effectiveness of support services. Supports for people experiencing family
violence, either as victim or perpetrator were identified as present at The Loft for males,
females and children.
Some apprehension was raised by a small number of external stakeholders about the extent to
which Aviva, as the family violence specialist agency based at The Loft (and not a part of ISR), are
connecting with other family violence agencies across the city. One external stakeholder
commented that they saw The Loft as a wellbeing service rather than a family violence one,
holistic in its focus, but felt that this did not detract from its impact on family violence. Several
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external stakeholders expressed a desire to see The Loft build its connections in the family
violence sector beyond those services based in-house.

COMPARISON WITH OTHER COLLABORATIVE MODELS
External stakeholders were asked to compare The Loft’s model of operation to other
collaborative models operating in Christchurch, and in particular, Right Service Right Time,
Christchurch Community House and Canterbury Family Violence Collaboration. Informants were
clear that each was unique, intended for different purposes. At least one informant did not feel
they could even be compared. Christchurch Community House was seen as a pure co-location
model, especially catering for small not-for-profit organisations and where people accessing the
different services tend to navigate these themselves. It was perceived as more affordable for
small organisations than was The Loft (which apparently is not necessarily the case). Right
Service Right Time was seen as one organisation linking clients to a range of other organisations
(although in practice, to a much smaller range of agencies than the number of partner agencies
suggests), with triaging occurring in a more complex, multi-layered manner than The Loft, with
collaboration occurring, as with The Loft, at a more operational level. Its approach was seen as
working especially well for services for children. Right Service Right Time was seen as offering a
slower response than The Loft.

CHALLENGES AND AREAS FOR IMPROVEMENT FOR THE LOFT
Thinking about how The Loft could be improved in the future, and challenges which it needs to
strive to overcome, external stakeholders most commonly identified the following:
1) A need to engage more regularly with external stakeholders and to be seen to follow
through on plans. Several external stakeholders had been involved in the NZIER process
and had felt that the evaluation process had taken too long before reaching the
preparation of the present report. Others wanted to see evidence that The Loft was
adapting as a learning organisation.
“DON’T BE AFRAID TO SHOW WHAT HAS BEEN LEARNED AND
ADAPT IF YOU NEED TO.”

2) A need to continue to strive to promote The Loft city-wide, as many potential users,
both at client and service provider level, do not know about it, even though The Loft’s
data shows that many clients do come to The Loft from across the city and Canterbury,
including some clients from Mid Canterbury and Banks Peninsula.
“ABUSE AFFECTS PEOPLE FROM ALL WALKS OF LIFE, BUT
SOMEONE FROM A NICE SUBURB MIGHT NOT KNOW ABOUT THE
LOFT.”

3) A need for The Loft as an entity to become more networked with other family violence
providers in Christchurch, and vice versa, including those agencies engaged in ISR. It was
reported to the evaluator that The Loft has extended a number of invitations to the FV
Confidential – not for circulation

34

sector to visit The Loft, but these invitations have not been taken up. Further, as the
CFVC has not been operating for 18 months, The Loft has not been able to participate
via this platform. The CFVC recently declined a request to circulate an information video
about The Loft via the CFVC network because it could be perceived to be ‘promoting The
Loft above other agencies’ and a recent email requesting information about forthcoming
meetings had not received a response at the time of this report’s conclusion. The CFVC
website doesn’t list future meeting dates. Addressing this need is therefore
acknowledged as challenging.
4) A need for The Loft to become more networked with and to collaborate more with
other community organisations serving the Christchurch East community, including
having a stronger presence at the Greater Linwood Forum, and collaborating more with
Phillipstown Hub and other community development providers locally. Value was
identified in The Loft as an entity have a much stronger presence at key community
events such as Bromley Fair, Phillipstown Matariki and White Ribbon Day events.
Several points were raised by external stakeholders regarding Aviva, as follows:
•
•

The Loft is a good brand but engagement with funders needs to come from The Loft as
an entity and not from Aviva.
The Loft still seems “dominated” by Aviva and The Loft staff seem like Aviva staff,
whereas they should be seen as separate.1
“IT FEELS LIKE AVIVA IS RUNNING THE SHOW.”

•

It would be good to see other family violence services additional to Aviva based at The
Loft. A Police informant suggested there would be value in having all the services reflected
in ISR based at The Loft, with the administrative support that currently sits behind ISR
accompanying them. This option was explored by Police pre-opening but was not pursued.

Other challenges / suggested improvements raised by one or two external stakeholders were as
follows:
•
•
•
•

It would be valuable to strengthen links between central government agencies and The
Loft.
The Loft could connect more with Christchurch Community house, sharing and
exchanging resources.
Effort needs to continue in developing a Loft culture.
The Loft lacks technical expertise in-house in terms of data collection. It would be good
to develop its capacity around quantitative data and IT.

1

For context to this, the original co-location partners asked Aviva to take on the role of head lessee for the partners
because they did not want to. This has led to Aviva holding disproportionate responsibilities, risks and liabilities on
behalf of the partners, which in return has been perceived by Aviva as having had a significant detrimental impact on
Aviva in multiple ways, including how the agency is perceived. This issue is seen, in part, as resulting from
Government’s current contracting model, which is not designed to support partnerships of this kind. It is acknowledged
that the reason collaborations like this rarely happen is because they are complicated and necessitate a lot of
adaptability. Not all agencies are willing to engage in this level of risk/change.
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INTERNAL STAKEHOLDERS: IN-DEPTH INTERVIEWS AND FOCUS GROUPS
Eighteen workers and members of The Loft’s governance body had input to the evaluation via
semi-structured interview or focus group, and one via e-mail. Qualitative data was thematically
analysed in the same manner as external stakeholder data, and is presented below.

NAVIGATOR ROLE
Workers who were involved in delivering the Navigator role were specifically asked about this.
They saw the role as the biggest collaborative component of The Loft, and at the core of its
effectiveness. The role was identified as well-supported in terms of management, training (on-thejob, provided by the primary Navigator incumbent, along with de-escalation and other training
provided in the first year of The Loft’s operation using MSD Capacity Building resourcing),
resourcing (manuals and folders developed specifically to support the role, along with intranet
content) and safety; considerable effort has gone into shaping safety protocols and practices over
time.
The Navigator role has a part-time worker delivering the role from 9-2 with a 30-minute lunch
break. Breaks, and the period from 2pm to closing are covered by rostered staff from tenant
agencies. The Navigator is based front-of-house, along with a full-time Tautaawhi Manuhiri/
Reception role. Most agencies take turns covering shifts, and if they do not, this is reflected in a
proportionate financial contribution to the service. While it was reported that some staff are
reluctant about the role at first because it involves the unknown, others really enjoy it because of
that same unknown factor regarding needs presenting, and the sense of fulfillment gained from
being able to help someone in their time of need. Feedback suggested not all staff relish the role,
some feeling it takes them away from their core role. Some of the tenant agencies draw on a small
pool of staff to cover the Navigator role, while others share it more widely amongst their clinical
staff.
The Family Violence Wayfinder role is a Loft role, currently employed by Aviva. It was
established to a large extent with funding from Tindall Foundation when it became evident that
a predominant need coming through the door was around family violence. While part of the
front-of-house team, the Wayfinder is not based front-of-house. She takes referrals from the
Navigator that are family violence-related, and also takes referrals directly and increasingly from
other Loft partners, Police and Work and Income, and also from the Aviva Phoneline (the 0800support line number promoted on a card given to people by Police when the callout is family
violence related). The Family Violence Wayfinder works with low, medium and high-risk clients
who have experienced family violence, either as perpetrator or victim, or both. The role
provides safety planning for those who need it, and the incumbent generally works with 16-18
clients at one time. Of the 88 clients seeking support from the Wayfinder from May – midNovember 2018, 36 (40.9 percent) were also connected with ISR. Some communication appears
to occur between Aviva, as a family violence service provider based at The Loft, and ISR
regarding these clients and the services being provided (Aviva gets the daily list from SAM).
However, no formal protocol appears to exist to guide The Loft’s response to these clients in a
manner that avoids duplication of service provision, while also putting the client’s needs and
wishes at the centre of the combined response. The present incumbent reported always
following up with ISR regarding high risk clients.
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STRENGTHS AND BENEFITS OF THE LOFT FOR CLIENTS
Internal stakeholder feedback reiterated that of external stakeholders regarding benefits of the
model for clients, with the strongest themes emerging as follows:
•
•

•

The Loft is very easy to access, in terms of parking, bus routes, disability access and
walking access.
The Loft is able to respond to client needs very promptly, thanks to the colocation of a
range of services to address complex needs along with the Navigator role; The Loft
offers efficient use of client time, as people do not have to spend hours going to
multiple services at different locations and searching for information. They present to
the Navigator, who works out what services they need, and arranges services for them,
often all in the one location.
The Loft is a pleasant, modern and welcoming space that says to clients that they are
safe. Clients can access tea and coffee if they wish and can be “shopping” when they are
actually accessing services; access is very discrete.
“BEING IN A MALL, THE WINDOW OF OPPORTUNITY WHERE A
PERSON REALISES THINGS NEED TO CHANGE (RE FAMILY
VIOLENCE) CAN BE REALLY SMALL. BY BEING IN A MALL, IT REALLY
HELPS PEOPLE ACCESS US TO TALK THINGS THROUGH WHEN THEY
NEED TO.”

Other benefits for clients less commonly highlighted by internal stakeholders included the
capacity to refer externally as well as internally; the capacity for face to face contact right from
when a person first seeks support; the formal triage process undertaken in an in-depth and
purposeful manner, whereby the person only has to tell their story once; the accessibility of the
services for men as well as women; and stronger capacity of agencies to connect with clients
who do not come through to the service via a statutory pathway.
Internal stakeholders were asked if they had seen a change in their client group as a result of
moving to The Loft. There had been concern at the outset that The Loft could be overwhelmed
with walk-in clients. There is a pool of regular clients who visit often, and who are characterised
by social isolation and mental health needs, but this group is not large and their needs are
manageable. In many cases, they simply visit for a quick chat with front-of-house staff. For
specific agencies, observations regarding client group pre and post The Loft were as follows:
•
•
•
•
•

Plunket: The open clinic is one of the busiest in the city, but the client mix is similar to
other open clinics.
PGF Services: The client group has widened.
Family Help Trust: Increased referrals from Plunket.
Kingdom Resources: Did Not Attend rates are lower at The Loft than at other clinic
locations.
Aviva: Family Violence Wayfinder role offers a face-to-face means of asking for help, and
this has resulted in more people reaching out for help. (Aviva secured funding for this
role from the Tindall Foundation, which generously provided $155,000 in 2017 to be
used over three years for the role. Aviva applied for these funds because of the
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•

•

•

significant volume of FV demand attending The Loft and its impact on Aviva’s businessas-usual waiting times.)
Further, other agencies based at The Loft are getting better at recognising the signs of
family violence, also resulting in more referrals. Aviva are seeing considerably more
walk-in clients since relocating to The Loft.
Aviva Microfinance: The service has been overwhelmed, and the proportion of eligible
referrals has decreased as an increasing number of people referred to the service have
too much debt for the service to assist with. This issue was seen by the worker to
highlight issues around housing, debt and mental health locally.
Link People: Referrals for housing support have increased since relocating to The Loft,
resulting in establishment of a new part-time role to support this area.

As The Loft has become more known, The Loft has seen several walk-ins from suicidal clients,
and as a result, is developed a suicidal language policy and is looking to support this with
Navigator training. Likewise, as alcohol and other drug issues are increasingly presenting, The
Loft is currently working with AoD providers and the Health Promotion Agency to develop and
implement training in this area.

STRENGTHS AND BENEFITS OF THE LOFT FOR ITS PARTNERS
For themselves, a range of benefits were identified as achieved for their agency as a result of
being based at The Loft. Most commonly, benefits identified included the following:
•

Proximity to other agencies, and the opportunities this offers for learning from each
other and being part of a community of practice, which in turn enhance professional
capacity. Getting to know individuals who work in different service provider
organisations and not just the agencies themselves meant they really understood the
skillset of different people, and were much better placed to seek advice from the right
person when needed.
“BEING ABLE TO JUST WALK DOWN AND CHAT TO THE MANAGER
OF ANOTHER AGENCY IS SOMETHING I HAVEN’T HAD BEFORE.
THAT’S JUST HUGE.”

“ITS SO EASY UNDER ONE ROOF HERE TO HAVE FACE-TO-FACE
CONVERSATIONS.”

•

•

Modern, purpose-built, “beautiful” premises which provide a quality front-of-house
experience for clients, where neither workers nor clients have to “make do”, and where
one person described it as feeling “more professional”. The Loft was identified as much
nicer than their previous premises for several of the informants.
The capacity for faster response times, brought about by a combination of the Navigator
role and the ease of referral which results from co-location and clear understanding of
who does what and how.
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“THE IMMEDIACY OF SERVICE ACCESS AND SUPPORT IS
UNPARALLELED.”

•

Efficiencies created through the centralised reception, copying and refreshment
facilities.

•

The opportunity for shared training has been significant. Training has been available for
all agencies at The Loft, but training secured by individual agencies has often been
opened up to other Loft partners, greatly increasing professional development
opportunities, especially for the smaller agencies.

The following benefits were less commonly identified:
•
•

•
•
•
•

The data exchange project is exciting.
The proximity to Work and Income means that workers there have a better
understanding of what the agencies based at The Loft do, and it is also easier for
workers at The Loft to accompany clients to Work and Income if needed.
Co-visiting is occurring for Plunket, Family Help Trust and Aviva, as a direct result of
working together at The Loft.
The Navigator role has created huge efficiencies.
For funders, The Loft is offering the joined-up approach that often gets talked about but
rarely happens.
The Loft presents the opportunity to collaborate to those involved. Whether they take
this up is up to individual agencies.

Thinking about what was working especially well, The Loft was identified as creating an
environment where social service providers can use each other’s support and momentum and
shared knowledge to improve the way they provide their services. The Loft was identified as
making services more accessible, providing a quality front-of-house experience, enabling
services to be accessed by people who previously were not doing so, and genuinely attempting
to try something new.
A number of informants felt that the way their agencies connected with other agencies had
changed as a result of working at The Loft, citing increased trust, stronger sense of connection
and the growing sense of community between Loft agencies, where everyone is working
towards a common endeavour.

IMPACTS OF THE LOFT ON WELLBEING AND RESILIENCE
Internal stakeholders felt that The Loft was making a positive impact on wellbeing and resilience
in the local area, most commonly evidencing this as follows:

•

The impact of The Loft on those clients who walk through the doors was seen as
significant.

•

The fact that a growing majority of clients self-refer to The Loft and say their heard
about it through word of mouth evidences a positive impact as more and more people
in need in Christchurch east, and across the city, come to know and see The Loft as a
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safe place where they can easily obtain the support they need, without having to figure
out what the relevant services are.

•

The Loft is seeing repeat clients, along with people who return just to let them know
they are now doing okay.

•
•

Client feedback to The Loft is overwhelmingly positive.

•
•

The Loft is seeing clients who have not previously accessed support services.

Workers at The Loft have been involved in a range of community awareness-raising
initiatives which should support and enhance wellbeing and resilience.
The Loft is building relationships with retailers in the mall, and staff are coming to The
Loft to access help both for themselves and for others. With a recent suicide of a
retailer, The Loft were able to provide support for other workers in a way that
previously would not have been possible. They have continued to work with the Mall
since on wellbeing initiatives. The Loft is now a Breastfeeding Friendly Workplace and is
now working with Eastgate to explore this for the Mall as a whole.

IMPACTS OF THE LOFT MODEL OF SERVICE DELIVERY IN CONTRIBUTING TO SUPPORT
FOR PEOPLE EXPOSED TO FAMILY VIOLENCE:
Internal stakeholders felt positive about the impact The Loft was having on supporting people
exposed to family violence, seeing this impact evidenced as follows:

•

As the workers at the various agencies based at The Loft have grown in their awareness
of family violence issues, referrals for such support have grown.

•

Being able to walk in and get help immediately was not something Aviva could effectively
offer at their last premises, and few walk-ins occurred, and only really from females. The
Loft has increased their number of walk-in clients significantly – more people are being
connected to support services which meet their needs, which often include family
violence.

•

Examples were cited where people have brought in others they know who are
experiencing family violence, only to return later to address their own such needs.

•
•
•

Retailers have accessed support for workers experiencing family violence.

•

The Loft removes the shame and stigma of accessing such support services.

A high proportion of the total client group have experienced family violence.
There has been strong uptake of the Rangatahi and Tamariki courses delivered at The
Loft by Aviva, and referrals to Aviva’s other services have increased.

CHALLENGES IDENTIFIED BY INTERNAL STAKEHOLDERS:
Just as external stakeholders identified areas in which operations of The Loft could be improved,
so too did some of those who worked there. The following themes emerged most strongly from
internal stakeholder consultations:
•

Sustainable funding is an ongoing challenge for The Loft. Current funding models based
around contract for service with individual agencies do not align with The Loft’s mode of
practice or with the Navigator role; The Loft is not seen as a service provider.
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•

•

•

Building The Loft culture has been a challenge. It is hard to get staff to come together
and bond as a group when they are typically overloaded in their daily work, and keen to
“just get home” at the end of the working day. Continuing to strive towards this was
seen as very important if The Loft is to be more than the sum of its parts, the individual
tenant agencies and the Navigator service. At the moment, it does not feel to some, in
size or influence, that all partners are equal2. The range of partners is diverse in their
size and involvement in the day-to-day operation of The Loft. Managers are perceived to
be still learning to work together, and this was identified as improving month by month.
The Loft is not as good as its individual agencies at connecting with the community.
Having no practice leader for The Loft as a whole limits The Loft’s capacity to network
and collaborate beyond the walls of Eastgate Mall, and this was seen as needing to
happen. The Loft as an entity needs to be seen to be engaging with the community.
Service provision is still very much agency-based, and some parties are working hard to
collaborate, but this is more difficult for some than others due to their contracts. With The
Loft now well-established, it was suggested by several informants that it is now time to start
moving to service design that is more collaborative and steps out of business as usual.

A number of service gaps / areas of services not being of sufficient scale to meet demand were
highlighted at The Loft, including AoD services, mental health support, emergency housing, a
parenting support programme provider such as Incredible Years, a Kaupapa Māori provider and
support towards employment.
Other challenges or suggested improvements raised by one or two informants included the
following:
•
•
•

The Loft sometimes runs out of meeting rooms.
It would be good to have the Wayfinder role-based front-of-house more often.
It would make sense to close front-of-house earlier on Fridays. It is hard to cover the last
two hours of the Navigator role and when people come in late on a Friday, it is hard to
refer them to help them anyway.

INTERNAL STAKEHOLDERS: FEEDBACK FROM WORKERS AT THE LOFT – BACK
OF HOUSE
Short interviews were conducted with 14 workers (13 female, 1 male) based at The Loft in the
open plan office area. Interviews were conducted at their desks and too less than 10 minutes to
complete. The sample was purposive: those workers at their desk during the interview period
and who were available to talk with the evaluator. Staff were from the following agencies:
Aviva:

9

PGF Services:

2

Laura Fergusson Trust:

1

2

The Loft’s partnership model does not presently share risk, responsibiliities and liabilities evenly among tenant
agencies, as Aviva acts as head tenant. This should be acknowledged in considering this feedback.
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Family Help Trust:

1

Plunket:

1

Informants were asked what it was like to work at The Loft, what the benefits of The Loft were
for their clients and for their agency, and how they felt The Loft could be improved.
Findings were as follows:
For themselves, the most common thing workers at The Loft liked about working there were the
spacious, pleasant physical work environment. Some reporting previously working in dingy
premises. Next most commonly, they liked the advice they are able to so readily get from
professionals from other agencies, how helpful this is in their work and how easy it is to get the
information they need to answer questions regarding their own work. The third strongest theme
was the people who work at The Loft and their friendliness. One person described this as the
“family dynamic” of The Loft. Another common theme was the opportunity The Loft has given
workers to increase their awareness of what other agencies do, and for others to learn more
about their own service, and to collectively grow professionally from this knowledge and
awareness. For two of the workers interviewed, taking part in delivering the Navigator (social
emergency response) role was the major highlight of working at The Loft, because it gave them
a chance to connect with what is happening front-of-house.
Other positives identified about working at The Loft for themselves included:
•
•
•
•
•
•

the presence of particular agencies that share the same caseloads (e.g. Family Help
Trust and Plunket) and the face-to-face contact with these services;
convenience of the location;
the supportive work environment;
the great mix of organisations based at The Loft;
pleasure in seeing the model delivered “in the heart of a community”; and
for workers based at The Loft just some of the time, knowing less people there means
they can be more productive than at their main office.

For their agencies, the most common benefit identified for being at The Loft was the ease with
which one agency can refer to another and connect with that service. The concept was praised
because working collaboratively “just makes sense”, inter-agency awareness has improved
because of working in this model, and colocation within The Loft’s model enables agencies to
link clients to resources well beyond that which any individual agency could access.
For clients, the benefits of The Loft most commonly identified by Loft workers interviewed were
its handy and accessible location, the fact that The Loft can be accessed discretely, because
people could be at Eastgate for a huge range of reasons, and at The Loft for a host of reasons,
and the locale being particularly innocuous because Plunket is there. Thirdly, clients were
identified as often requiring support in lots of different areas, making a multi-agency response
the best means of meeting their needs, made easy by having a range of services based together.
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Other benefits for clients less commonly identified included:
•
•
•
•
•
•
•
•
•

the friendly front-of-house staff;
great to have services for males, perceived as tending to be less well-served in terms of
family violence services;
it has a strong community feel;
clients do not need to know what sort of service they require;
handovers between services are much smoother;
walk-in clients get immediate crisis support and do not have to wait days or weeks for
services;
once engaged with one service, it is easy to get connected with a whole range of other
services;
clients often have pre-existing relationships with several agencies based at The Loft, and
can connect with several of these on the same visit and in the one location; and
clients get great access to practical support including food and clothing where needed.

Where negatives were raised by workers interviewed regarding The Loft, these most commonly
related to the noisy work environment which The Loft sometimes is (raised by 43 percent of
those interviewed), and especially in the vicinity of the break-out space.
“THE IDEA IS GREAT BUT THE REALITY IS WE ALL DO TOUGH JOBS
AND THERE’S JUST TOO MUCH NOISE SOMETIMES.”

Some staff had adapted to this by wearing noise-cancelling earphones while they work, but a
number were keen for better sound barriers to be introduced to the open plan workspace, and
especially around the breakout space. They also wanted additional quiet workspaces to be
available for those needing this for particular tasks. Plunket staff are able to utilise the clinic and
a closed office for this when they need it, but other services did not have alternatives.
Distraction was also raised as a concern for some regarding the open plan area.
Other areas for improvement regarding The Loft, all raised by individuals, were as follows:
•
•
•
•
•

•

It would be great if new people could spend a bit of time with each agency, getting to
know what they do, as part of an induction.
There is high demand for meeting rooms, and the booking system could be enhanced.
For clients who have been in prison, and who do not want to bump into associates,
Eastgate can be off-putting as the location for services.
The response towards The Loft is mixed from other agencies, and some workers choose
to meet colleagues from other agencies off-site.
Clients of some service are very private. It would be good if there was a system where
the worker booking the meeting could flag for them to be shown directly to a meeting
room to avoid the waiting area.
The Loft have worked hard to ensure that the building temperature meets the needs of
the majority, but air conditioning never caters for everyone’s preferences.
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8.

STORIES FROM LOFT RESIDENTS

The Loft management asked tenants to provide success stories which could be passed onto the
evaluator for analysis. These were all provided to the evaluator in a manner which protected the
anonymity of the client(s). The stories were analysed to identify the outcomes each
demonstrated. These were then broadly coded. Further stories about specific incidences were
shared by Loft workers in the internal interviews and focus groups conducted as part of the
evaluation, and these stories were added to those already documented. The stories provided
illustrated the following outcomes:

INCREASED ACCESSIBILITY OF FAMILY VIOLENCE SERVICES
Examples:
•

A Pasifika worker based at The Loft and who delivers the Navigator role identified the
biggest impact of The Loft on family violence through a cultural example. Through her
professional work, she has observed a reluctance among Pacific Island people to reach
out for any kind of social support, and when it comes to family violence, this reluctance
is extreme.
“FAMILY VIOLENCE JUST GETS SWEPT UNDER THE CARPET, EVEN
THOUGH EVERYONE KNOWS ABOUT IT.”

Observing the lack of Pacific people seeking help at The Loft, she decided to speak at her
church about The Loft and the services that it has to offer. This prompted a family to
present at The Loft to seek help around family violence, and this started a ripple effect
in that community, where more and more people have also come to The Loft to seek
help around family violence.
“FOR ME, THAT’S GOLD. NO-ONE KNOWS ABOUT THEIR BUSINESS,
ITS JUST THEM COMING IN, AND THEN THERE’S THAT LANGUAGE
BARRIER, WHERE I CAN SIT IN AND TRANSLATE, AND THAT’S HUGE.
AND I KNOW ITS JUST GOING TO SPREAD THROUGHOUT
CHRISTCHURCH AND EVERYONE KNOWS WE ARE THE LOFT AND
THIS IS WHAT WE OFFER.”

•

Several examples were offered where translation and interpreter services, or ownlanguage service provision were accessed across partner agencies, the skills and
backgrounds of staff from one agency at The Loft utilised to support a client requiring
the services of a different organisation. Such examples also demonstrate efficiencies of
the model.

•

A neighbour who had witnessed evidence of violence brought in a neighbour with
communication difficulties, but who was understood as reaching out for help. After an
initial assessment by the Navigator, enabled by a sign language expert, identified that
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repeat sexual violence was occurring in the client’s home. The client was immediately
referred internally to and seen by an Aviva practitioner with specialist sexual violence
expertise. A safety plan was developed and implemented, which included a Shakti safe
house placement and Police issuing a Police Safety Order.
•

A person brought their neighbour in to access family violence help, only to subsequently
access support at The Loft for their own experiences of family violence.

•

A manager of one of the retailers in Eastgate came to The Loft to obtain advice and
support for a worker experiencing family violence.

•

Self-referrals to Aviva have increased notably since Aviva relocated to The Loft.

•

A number of examples were offered where agencies based at The Loft and for which
family violence is not their main area of focus have made referrals to Aviva or have
sought assistance regarding the violence via The Loft Wayfinder role. In other cases,
Aviva has worked collaboratively with another Loft-based agency to support clients.
Multiple examples of both were offered for Family Help Trust, Plunket, Link People,
Kingdom Resources, Laura Fergusson Trust, Pathways and Community Law.

INCREASED REACH OF FAMILY VIOLENCE INTERVENTION MESSAGES AND AWARENESS
OF FAMILY VIOLENCE
•

Examples were offered of family violence awareness content / components being
developed into work of partner agencies, including staff training, and additional
assessment questions.

INCREASED HEALTH AND SAFETY FOR CLIENTS
•

Two instances have occurred where staff or clients have required urgent medical
assistance, and this has been able to be obtained promptly from the medical centre next
door without requiring an ambulance to be called.

•

Case example:
“Sally” came into The Loft reception area on a weekday afternoon in 2018 afternoon, out
of breath and stating nervously that “she wasn’t here”. She was obviously anxious, upset
and wanted to be somewhere that was a safe place. A combination of events arose next,
involving various people at The Loft, that enabled Sally to be placed in a safe place within
The Loft while she was able to talk to someone about the issues that had occurred. Sally
was taken to an interview room by the Navigator and was offered a hot drink, before
being encouraged to just take her time and when ready, tell her story and explain her
needs. While this was happening, the Tautaawhi Manuhiri ensured that the reception
area was safe and closed the door to the entrance.
Due to limited information, only a brief look was able to be executed as to where Sally’s
partner was in the Mall. His whereabouts was located and a watchful eye regarding his
movements was able to occur. Once the relevant information was able to be obtained by
the Navigator, the next steps were put in place. Sally had stated clearly that she did not
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want to return home and had left her husband several times in the past, but she is
adamant that she was at the end of her tether and could not continue in this manner.
She had no phone with her, nor the number of the safe person she had identified.
After consultation with FHT management, the Office Manager for The Loft, Tautaawhi
Manuhiri and the Navigator, and approval and consent were obtained from Sally, it was
decided that a taxi would be called to assist with transporting Sally to her friends' place.
Financial assistance for the cost of the taxi would be provided for by FHT, a taxi would be
called and a worker from The Loft would go downstairs and wait for taxi. Tautaawhi
Manuhiri contacted the security guards so that they could escort Sally safely to the taxi
via the back entrance. During the interview, Sally was provided with information
pertaining to counselling, the Family Violence Wayfinder, legal advice and WINZ. An
appointment was made for her to come and talk with the Pathways the following day at
10am.
The next day, Sally was contacted by the morning Navigator and informed her that a
referral was sent to the Family Support Worker from Aviva, and she was encouraged to
come in for her appointment with the Family Violence Wayfinder the following day.
When she returned, Sally reconnected with the Wayfinder and informed her that she was
in a safe place with her friend and could stay for as long as she needed. Ready to begin
the process of sorting the practical issues and getting finance and other needs organised,
the Wayfinder helped her with information regarding Work and Income benefits, and
supported her with the legal and GP information. Sally’s whole attitude and disposition
had changed, and she was more lucid and was talking about plans and courses for the
future. Sally told the Navigators that she was very appreciative of the help she obtained
and will be back to talk to the relevant people if she needs to in the future.

COST SAVINGS AND EFFICIENCIES
•

Two of the tenants share clinical supervision supports, creating efficiencies and cost
savings for both parties.

•

Community Law offer Aviva staff legal advice regarding client work.

•

Multiple training opportunities shared across partners.

•

Integrated back office functions such as photocopying etc.

•

A significant financial savings was achieved by two partners when they co-purchased
telecommunication services. The cost savings resulting from this were directed by the
partners into The Loft.

ADVISORY SUPPORT
•

An example was offered where the expertise and knowledge of a tenant was shared
with another agency to assist a walk-in client to escalate an issue with Oranga Tamariki
in another part of the country.

•

Agencies have shared in each other’s clinical/team meetings on a ‘get to know you basis’
as well as professional training and sharing.
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•

Many examples were cited where workers based at The Loft have grown in their
awareness of other agencies and the support they can offer, improving their capacity to
effectively support clients.
“IN MY ROLE AS PLUNKET KAIAWHINA AND VISITING PRESCHOOL
AND KINDERGARTENS, I HAVE BEEN ABLE TO PROMOTE THE LOFT
FOR PEOPLE TO COME UP AND TALK TO THE NAVIGATOR ABOUT
LOTS OF DIFFERENT THINGS INCLUDING FAMILY HARM,
BUDGETING, AND HOUSING.”

•

Over the last year, Aviva and Child Matters co-created a pilot training to enhance the
capacity of those closest to our vulnerable children: their whānau, caregivers, educators,
communities and service organisations, to better recognise and minimise child
vulnerability in a community-centric approach. The project included focus groups with
participants from the community and social service agencies including Aviva, the
Linwood Medical Centre, Family Help Trust, the Linwood Library and a Tongan early
childhood centre, to assist with the development of the materials. As well as
involvement in its development, some partner agencies and the wider community took
part in receiving the training. Feedback and evaluation of the training was
overwhelmingly positive. A gang member who took part in the training subsequently
reported back that he had been able to redeliver the training to some of his bros, when
a situation arose where they were talking about keeping quiet about a situation
involving a family known to them. Positive family-focused activities have come about
among this group as a result of the training.

•

Multiple examples were offered of workers sharing their knowledge and researchinformed practice content and resources with staff of other partner agencies. For
example, Plunket have run sessions on developmental milestones for Family Help Trust
staff.

CONNECTION WITH OTHER RELEVANT SUPPORT SERVICES
It was commonly reported by staff from a number of The Loft partner agencies, that there have
been many instances where working from The Loft has improved communication with other
agencies, making overall care for clients more seamless.
The following is just one example of the holistic service provision to clients enabled through The
Loft model, offered by Aviva:
“I AM WORKING WITH A MALE CLIENT WHO I ORIGINALLY
CONNECTED TO WHILST HE WAS IN PRISON. SINCE HIS RELEASE I
HAVE BEEN WORKING WITH HIM AND I WAS ABLE TO REFER HIM
TO LINK PEOPLE TO OBTAIN SOME SUPPORT AROUND HOUSING;
THIS IS ONGOING AND HOPEFULLY WILL BE SORTED OUT VERY
SOON. HE HAS ALSO BEEN ENGAGED WITH FAMILY HELP TRUST
AND THIS HAS ENABLED US TO LIAISE AND TO ENSURE THAT THERE
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WERE NO NEED GAPS THAT HAD NOT BEEN ADDRESSED. HE IS
ALSO WORKING WITH A WORKER FROM THE PROBLEM GAMBLING
FOUNDATION AND HAS ALSO BEEN ABLE TO ACCESS FOOD PARCELS
FROM THE LOFT TOO.”

Other examples included the following:
•

A Family Help Trust client with a child had stopped contact with Plunket in their area.
When this was known to that agency, the FHT staff member spoke in person with
Plunket staff at The Loft and, with client permission, the contact recommenced. This led
on to referral to a GP asking for a Paediatric opinion, with the resulting appointment
attended by the Family Help Trust worker, advocating for the client. Ongoing referrals to
a Paediatrician and to wraparound child health care from multiple agencies has arisen.
The mother and child are so much more supported than would have been the case if
Family Help Trust had remained the only agency working with them.

•

Just as Plunket reported a number of very positive collaborations with Family Help Trust,
these were also reported for Aviva and other family violence service providers from
outside The Loft. Recently when Plunket lost contact with a client also under the care of
Aviva they were able to reconnect through Aviva, find out about a move to refuge and
speak to a Battered Women’s Trust worker to facilitate development of a plan for
follow-up service for Mum for a well child check and ongoing support.

•

Family Help Trust reported that they often get up-to-date information they require
around well-child checks and developmental milestones directly from Plunket, which
saves a lot of time, impacting on their work efficiency.

•

A Plunket staff member made the following comment:
“WE HAVE REALISED THROUGH WORKING IN THE LOFT, THAT
THERE IS NATURALLY FAR MORE INFORMAL COMMUNICATION RE
THE PROGRESS OF AND CHANGING SITUATIONS THAT OUR JOINT
CLIENTS FACE. IN TURN, THIS GIVES AGENCIES A ‘BETTER OVERALL
PICTURE’ OF HOW THINGS ARE AND ALLOWS MORE TIMELY
REFERRALS AND INCREASED ONGOING SUPPORT FOR CLIENTS.
ADDITIONALLY, WORKING IN CLOSE PROXIMITY TO OTHER
COLLEAGUES GIVES INTERAGENCY WORKERS MUCH MORE
KNOWLEDGE OF SERVICES OFFERED AND THEREFORE IS LIKELY TO
LEAD TO INCREASED APPROPRIATE INTER AGENCY REFERRALS FOR
CLIENTS.”

•

An example was offered where a person presenting at The Loft for a low interest loan
was connected with Link People to assist them secure appropriate housing.

•

Informants from almost all partner agencies identified significant value in having
budgeting services and access to food parcels and clothing available on-site, making
these supports very easy to access for clients who need them.
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“BEING ABLE TO TAKE FOOD PARCELS OUT TO NEEDY FAMILIES
STRAIGHT FROM THE LOFT (VIA CITY HARVEST AND PRISON VEGES)
RATHER THAN HAVING TO OUTSOURCE FOOD PARCELS HAS
DEFINITELY INCREASED THE NUMBER OF TIMES I HAVE BEEN ABLE
TO SUPPORT FAMILIES WITH FOOD SINCE WE CAME TO THE LOFT.”

•

A walk-in client seeking help for a partner’s gambling was readily connected to support
through the presence of PGF Services at The Loft. Having them on-site made the referral
process really easy.

•

A Family Support Worker from Aviva made the following comment:
“I APPRECIATE THE ABILITY TO HAND A CLIENT OVER. CITIZEN’S
ADVICE BUREAU CAN PROVIDE THE INITIAL ADVICE, BUT IF
SOMEONE NEEDS ON-GOING ADVOCACY, THEY LIKE TO LINK THEM
INTO THE LOFT. IT’S BETTER THEN JUST GIVING SOMEONE A
NUMBER - MAKING THE PERSONAL INTRODUCTION FACE-TO-FACE
MAKES A HUGE DIFFERENCE.”

•

The following feedback was provided by a social worker with Family Help Trust:
“AT FAMILY HELP TRUST WE WORK WITH FAMILIES IN SITUATIONS
OF HIGH NEED AND COMPLEXITY THAT OFTEN NEED A MULTI
SYSTEMIC APPROACH. IT HAS BEEN SO HELPFUL TO BE ABLE TO
TAP INTO THE SERVICES THAT AVIVA OFFER AND HAVE IN-DEPTH
CASE CONSULTS ‘OFF THE CUFF’. LIAISING WITH PROFESSIONALS
CAN NORMALLY BE VERY DIFFICULT, WITH EVERYONE BEING BUSY
AND TIME-POOR. THE BEAUTY OF WORKING COLLABORATIVELY AT
THE LOFT WITH AVIVA IS THAT YOU CAN WALK ACROSS THE
OFFICE FLOOR AND HAVE A QUICK CASE CONSULT ABOUT RISK,
DIRECTION AND FOCUS ETC REGARDING CASES IN COMMON, OR
SEEK ADVICE FOR A HYPOTHETICAL SITUATION. THIS PROVIDES
PEER SUPPORT, AFFIRMATION, AWHI AND IS INVALUABLE. WE
OFTEN NEED TO THINK ON OUR FEET AND MAKE QUICK
DECISIONS. WHEN A WORKER IS FEELING OVERWHELMED IT IS
HELPFUL TO HAVE THAT AWHI. THIS HAS BEEN INVALUABLE SINCE
WORKING UP AT THE LOFT; BEING ABLE TO BRAINSTORM A CASE
AND PUTTING PLANS IN PLACE AS A WAY TO MOVE FORWARD. WE
ARE ALSO ABLE TO MEET CLIENTS AT THE LOFT TOGETHER. THIS
PRESENTS THE WORKERS TO THE CLIENT AS A UNITED FRONT AND
PROVIDES CONTINUITY.
AT FAMILY HELP TRUST, THE ENROLLED CHILD WE WORK WITH IS
OFTEN A VULNERABLE BABY OR TODDLER, AND WE WORK WITH
THE PRIMARY CAREGIVER OF THAT CHILD. WE HAVE RECEIVED
MORE REFERRALS FROM PLUNKET SINCE BEING AT THE LOFT.
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FAMILIES OFTEN HAVE TRUST ISSUES WITH AGENCIES, AND
SOMETIMES IT IS NOT EASY FOR A FAMILY TO BE WILLING TO
WORK WITH US. WE ALSO COLLECT DATA AROUND WELL CHILD
CHECKS AND DEVELOPMENTAL MILESTONES. I HAVE HAD A
MOTHER REFERRED TO ME RECENTLY BY PLUNKET WHO WAS
HOMELESS. THE ONLY PLACE SHE FELT COMFORTABLE TO MEET
WAS THE LOFT. I WAS FEELING A BIT OUT OF MY DEPTH AND I
WAS ABLE TO BRING IN THE REFERRER, A SENIOR PLUNKET NURSE
AND WE WERE ABLE TO CO-WORK THE CASE EFFECTIVELY. HAVING
THIS HIGH INTENSITY SUPPORT WAS BENEFICIAL TO THE WHANAU
AND WE WERE ABLE TO ASSIST THE MOTHER TO HAVE A CLEAR
UNDERSTANDING OF HOW VULNERABLE HER SITUATION WAS,
AND HOW SERIOUSLY CONCERNED WE WOULD BE IF SHE DID NOT
MANAGE TO COMMUNICATE WITH US OR THE OTHER
PROFESSIONALS INVOLVED. THIS MOTHER FELT SAFE WITH THE
WRAPAROUND SERVICE WE PROVIDED HER, AND WENT ON TO
BUILD THE TRUST WITH THE SUPPORT OF THE TWO AGENCIES.
THIS IN TURN PROVIDED THE VULNERABLE BABY WITH TWO SETS
OF EYES. WE CONTINUE TO WALK ALONGSIDE THE MOTHER AND
LIAISE AT THE LOFT WHENEVER WE NEED TO.”

•

For Kingdom Resources, the most positive collaboration arising from location at The Loft
for their agency was identified as with PGF Services. They cited example of several
referrals they have been able to make to that agency, which have resulted in very
positive outcomes, but also referrals from Problem Gambling to Kingdom Resources.
Working together they have seen collective impact on a number of clients. As one
example, a client referred to Kingdom Resources from PGF Services a year ago, stressed
and unable to meet all her payments due to gambling and high health costs, has been
assisted by both agencies working together to develop a sustainable budget; and
redirect payments to protect the client’s rent, electricity and debt repayments, enabling
the client to remain in secure housing while dealing with problem behaviours. They have
received feedback from clients saying they would not be alive if not for the help
obtained at The Loft.

•

Having a Plunket drop-in clinic at Front-of-house on Thursdays was identified as allowing
many families to engage with other services at The Loft for quick support, reassurance
and check on baby and child development, and linking them into other activities in the
local area. The mall location works very well in terms of accessibility.

•

Christchurch Resettlement Services (CRS) actively promote The Loft to their clients who
live locally. Because CRS has a presence at The Loft, they feel they have made other
services at The Loft more aware of the ethnic diversity of Christchurch. Being at The
Loft has opened up conversations with male clients regarding family violence, made
easier because the men can see that there are supports in place and available for them.
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COLLABORATION AND STRENGTHENED COLLECTIVE ADVOCACY
•

Recently, Problem Gambling Foundation, Aviva and Family Help Trust joined forces and
collaborated on a submission against a request for a new local liquor licence, under The
Loft. The licence application was declined.

•

Discussions between Aviva and Plunket about a particular shared client raised
considerable safety issues and concerns, which prompted both agencies to separately
submit information to Oranga Tamariki simultaneously in order to convey their
concerns. It was perceived that by both submitting concerns at the same time, a
prompter reaction and action from Oranga Tamariki was achieved than if only one
agency had made contact with Oranga Tamariki.

IMPROVED FACILITIES
•

The Loft offers many of the agencies far more appealing, user-friendly physical
accommodation than what they had prior. Plunket reported benefitting from having a
large inviting space to be able to hold groups for families, an infant massage group, first
foods and food progression groups, as well as the weekly open clinic which is well used.

COLLABORATIVE WORKFORCE DEVELOPMENT
•

The Loft Open Day, March 2018, was an
initiative formed because a number of
people were asking if they could come
and visit The Loft, or individual partners,
and The Loft recognised demand for an
Open Day/Expo. The invite was sent
through the various social service
networks, in response to which over 100
agencies and organisations contacted
The Loft and over 300 people came
through The Loft on the morning of the
open day, enjoying displays by all Loft
partners, speakers, refreshments and
tours. Staff felt the event was very
successful and those visitors who gave
feedback were very grateful.

•

STOP invited Aviva to work more closely together with them in what was seen by both
parties as a natural relationship. In forming how this would look, Aviva recently
identified a need for training from STOP to support Aviva staff and in agreement with
STOP, this training (to be held in December 2018) was opened up to all Loft partners. At
the time of writing, about a third of the booked participants were from partners from
within The Loft.
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•

In September 2018, Child Matters ran their Child Protection workshop at The Loft, at the
invitation of Aviva. Aviva negotiated a low cost for the training and promoted it to all
workers at The Loft. While only a handful came other than Aviva, those who did attend
were reported to be very pleased with the training. A staff member from one of the
partner agencies who attended this training reported being able to share information
about their service during the session and felt this was very well-received.

•

The Loft’s management team, including PGF services, Plunket, Family Help Trust and
Aviva, is bringing in cultural leadership to work alongside all partners within The Loft to
offer bicultural training, supervision and service development. This initiative came
following PGF Service’s own engagement with Tane Keepa. Beginning in November
2018, Tane has been invited to support The Loft and individual agencies on their journey
of Māori cultural development. The first hui was focused on brainstorming future
directions and building relationships.
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9.

CLIENT FEEDBACK

The Loft staff made contact with a sample of clients who had accessed services from The Loft for
some time, and invited them to take part in a client focus group as part of the evaluation, on the
understanding that full consent to participate would be gathered prior to its commencement.
Four clients agreed to take part in the focus group, but one was unable to attend on the day,
and asked for a telephone interview instead. In total, three clients took part in the focus group,
and four clients were interviewed by telephone. Two further clients had consented to be
contacted for a phone interview, but this did not proceed, despite several attempts to contact
them.
The seven clients who took part in either the focus group or a telephone interview included 5
females and 2 males, 4 New Zealand European, 1 New Zealand Māori/NZ European, 1 Samoan/
NZ European and 1 Pasifika, aged 17, 25, 40, 45, 49, 52 and 64 years.
The 7 clients reported that they had accessed supports through The Loft for the following
reasons3:
•
•
•
•
•
•

Domestic abuse/family violence against themselves (5)
Legal help and counselling (1)
Anger management (1)
Homelessness (2)
Financial abuse by family member (1)
Budgeting support (1)

The clients consulted had found out about The Loft through the following means:
•
•

•
•
•
•

Two clients found The Loft by seeing the sign while shopping or visiting the library at
Eastgate.
One client had “followed” Aviva for several years having had support from them before
and looking to become a peer supporter. They found out about The Loft from searching
online.
The Community Police Constable told one client about The Loft.
One client was told about The Loft by their Birthright community worker.
The youngest client interviewed was told about The Loft by a teacher at their school.
One client was told about The Loft by another homeless person attending a street life
breakfast at Margaret Mahy Playground.

All the clients interviewed had a good understanding of the range of supports available at The
Loft, having accessed supports there, but most felt that The Loft was not very well known in
their community, and that The Loft needed and deserved more promotion.

3

To preserve their confidentiality, demographic data and reasons for accessing supports was gathered in the focus
group via a self completion form.
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“THEY DO A LOT MORE THAN SOME OF THE PLACES THAT DO
PROMOTE THEMSELVES ARE DOING.”

Some did not know what the reputation of The Loft was in the community, or just reiterated
that it is not as well-known as it should be. Others felt that those who knew about it knew that it
was a non-judgemental place that was focused on supporting “low income people” in a range of
ways. Aviva was identified as having a good reputation but delivering a wider range of services
than people know about.
All the clients consulted about the service they received from The Loft were very positive about
it, from the moment they first walked through The Loft’s doors, and with regard to the range of
support provided.
“I WAS REALLY NERVOUS GOING ALONG. I DIDN’T KNOW HOW
THEY WORKED, BUT IT WAS COMPLETELY THE OPPOSITE TO WHAT
I EXPECTED. I LIKED THE FACT THAT THEY WERE WILLING TO HELP
ME. THEY REALLY OPENED MY EYES AND PROVIDED ME WITH ALL
MY OPTIONS. THEY DIDN’T JUST GIVE ME ONE OPTION. THEY
INTRODUCED ME TO LOTS OF SUPPORTS AND THEY HELPED ME
GET THE POLICE INVOLVED.”

Thinking about what they like about The Loft, clients talked about the friendly, non-judgemental
staff and atmosphere; the nice spaces; and the breadth of supports received (from clothing,
food and toiletries to advocacy and advice); connection and referral to other services; and
assistance completing forms. One talked about liking its spaciousness; use of Te Reo in signage;
the meeting room; and the facility to be able to make yourself a drink. They liked the way
multiple supports are available from the one location, making access so easy. The focus group
participants collectively described The Loft as peaceful and safe. One of the participants
described accessing The Loft as a “pivotal turning point” in her life. An interviewee described it
as follows:
“(LIKES) THE GIRLS, JUST THE WAY THEY CARE. WHEN YOU WALK
IN, ITS LIKE OH MY GOD, IT’S LIKE MY SECOND HOUSE. … THEY
MAKE YOU FEEL LIKE A HUMAN. THEY DON’T MAKE YOU FEEL LIKE
A NUMBER.”

Asked what could be changed to improve The Loft, two of the interviewees could not think of
anything that would make The Loft better, seeing it as great as it is. Two interviewees wanted to
see more publicity about The Loft so more people could find out about it, and so that services at
The Loft could get more credit for their great work. One wanted to see more signage for The
Loft downstairs at Eastgate. This client shops at Eastgate a lot but did not know The Loft was
there until she took a grandchild to the library upstairs one day and spotted it at a time when
she was distressed and unsure of where to go for help. One of the clients felt that more could be
done to reassure potential clients, and especially young parents, that the service is confidential.
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“A LOT OF YOUNG PARENTS FEEL LIKE IF YOU GO THERE, YOU’LL
BE IN THE SYSTEM. THEY NEED TO CHASE THE STIGMA AWAY.”

The focus group attendees reverted to referring to The Loft as Aviva. Given that they had
received the Navigator service and been connected with Aviva but also with other agencies
based at The Loft, it was The Loft they were referring to as “Aviva”. Thinking about what could
make it better, they wanted the public made more aware of the full extent of the role The Loft
and Aviva play in Christchurch, and its range of services.
“AVIVA HAS SO MUCH TO OFFER … AVIVA IS SO INVOLVED AND
CAN LINK YOU TO SO MANY SERVICES OUT THERE, BUT PEOPLE
THINK OF AVIVA AS JUST WOMEN’S REFUGE, THEY THINK ITS JUST
ABOUT PHYSICAL VIOLENCE, THAT’S THE BE ALL AND END ALL, BUT
ITS NOT – AVIVA’S INVOLVED IN EVERY ASPECT THAT YOU COULD
POSSIBLY BE IN – IF THEY CAN’T HELP THEY’LL ADVISE, IF THEY
CAN’T DO THAT, THEY’LL REFER. AVIVA IS A NEVER-ENDING
RESOURCE TO HELP OTHERS.”

Clients were asked to think about other supports they had accessed in the past, and how The
Loft compares with these. One of the clients did not have anything to compare to. For others,
The Loft was seen as far superior, each for different reasons, including being more
knowledgeable, easier to access, and more connected to other support services.
“I THINK THEY’RE MORE KNOWLEDGEABLE. SOME OTHERS DON’T
KNOW, BUT IF THE LOFT DOESN’T KNOW, THEY’LL FIND OUT FOR
YOU. OTHERS TELL YOU TO GOOGLE IT.”

“OTHER PLACES REDIRECT YOU. IT’S REALLY EASY. YOU DON’T FEEL
LIKE YOU’RE GOING TO GET SHUNTED FROM PLACE TO PLACE. IT’S
VERY FAMILY-ORIENTATED. IT FEELS LIKE A FAMILY.”

“THE LOFT IS PERFECT. THAT’S ALL I CAN SAY. THEY SHOULD HAVE
THE LOFT IN EVERY CITY IN THE COUNTRY. THERE NEEDS TO BE
CLONES OF THE LOFT, AND CLONES OF (FRONT-OF-HOUSE STAFF).
… THE WOMEN AT THE COUNTER ARE VERY EMPOWERING. THEY
ENCOURAGE, PRAISE. … THEY GENUINELY CARE.”

The Linwood location for The Loft was identified by one client as a potential turnoff for some,
yet they also saw Linwood as improved through the presence of The Loft.
The clients consulted via focus group or interview had all experienced the Navigator’s role, and
all saw this as a positive about The Loft and the way it works. Use of the Navigator was identified
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as well-organised, streamlining the help-seeking experience by “sorting out” what a person’s
needs are, giving the information that matches these needs or passing the person directly on to
someone who can help. One client commented that the Navigator made sure that throughout
the process the client knew what the next steps were. The following comments were made by
different clients regarding the Navigator interview:
“BRILLIANT – I WAS HERE FOR HOURS. AND I HAD A LOT OF
PEOPLE COMING AND GOING. I WAS AT BREAKING POINT, SO IT
WAS VERY OVERWHELMING, BUT IN SAYING THAT, EVERYONE
WAS VERY FRIENDLY, THEY JUST ALL HAD THAT EMPATHY AND
THAT WAS REALLY IMPORTANT TO ME. I MET A LOT OF PEOPLE
THEN. … AND THEN I STARTED GETTING ALL THE REFERRALS, AND
WHAT WOULD BE DONE, AND THERE WERE FOLLOW-UPS AND
THERE WERE CONTACTS. IT DIDN’T FEEL LIKE, WELL HERE YOU GO,
YOU GO AND LOOK FOR IT YOURSELF. THEY WERE VERY
PROACTIVE, IT’S BEEN GREAT.”

“I FELT IT REALLY USEFUL IN THAT, ONE, FOR THE FIRST TIME, I
WAS BEING LISTENED TO – I WASN’T AT FAULT, AND THEN JUST
THE WAY IT WAS THEN DISCUSSED, IF I WOULD LIKE AN
APPOINTMENT WITH …, AND THEN YES, IT WAS JUST LIMITED TO
THE TWO PEOPLE THAT I NEEDED TO DEAL WITH THE SITUATION
AT THE TIME.”

All seven clients who gave feedback on the service identified changes for themselves or their
family as arising from the service received at The Loft, as follows:
•
•
•

Charges were laid against an offender and a bad credit rating arising from financial
abuse reversed, resulting from collaborative response from Aviva and Community Law.
A client referred for family violence victimisation received improved information and
support regarding the situation following referral from one external service to The Loft.
Supporting and progressing the intervention of the professional who encouraged a
client of school age to seek help from The Loft for family violence. Through a
collaborative approach the young person was moved to a living situation in a place of
safety, and was provisioned for a new, safe and violence-free life with clothing and
personal items. Police intervention occurred against the perpetrator. The client
continues to attend school. Practical support is on-going.
“THEY PLAYED A PART IN SOMETHING THAT HAS CHANGED MY
LIFE. WITHOUT THEM, I’D STILL BE SUFFERING.”

•

A client and partner with mental health issues who were homeless, without income and
new to the area, without family supports around them, were quickly transitioned from
living in a tent in a park to enrolment with Work and Income. They secured social
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housing, and moved towards sustainable employment. Thinking about their life now,
and where The Loft has transitioned them to, the client interviewed commented as
follows:
“SETTLED. REALLY SETTLED. BEFORE, WE MIGHT HAVE HAD A
HOUSE BY NOW, BUT WE WOULDN’T HAVE FELT SETTLED. IT ALL
FLOWED, JUST LIKE WATER.”

•

•

•

One client reported learning new ways to manage stress and express anger as a result of
the courses undertaken at The Loft. The client had more people they knew they could
talk to if they needed to.
One client had legal measures put in place as a result of seeking support from The Loft,
and counselling had helped the client deal with impacts of abuse and not feel at fault.
The client also knew they could call back for further support if needed. The support
received had empowered the client to share their experience with others and assist
others in seeking help.
Through The Loft, a client seeking help for family violence had secured housing; a
benefit; courses to help them; enrolment with a GP; support from a Pegasus Partnership
Health Worker; counselling; and support of a social worker. Together, these measures
had been life changing. The client valued the multi-agency response they received, and
the advocacy provided by agencies at The Loft. The client did not feel they would have
got anywhere at Work and Income without having a worker with them. Where a visit on
their own did not get them on the housing list and they were sleeping in their car,
intervention by The Loft and its various partner services quickly got them the help and
resources they needed. The client has subsequently been able to assist another victim of
the former partner to access support.

Several of the clients interviewed reported connecting others they knew to supports at The Loft,
identifying word of mouth as a key pathway into The Loft, but also demonstrating an
empowering transition from Victim to Supporter.
Clients consulted were asked what impact they felt The Loft had on levels of wellbeing and
resilience in the Linwood area. They mostly saw The Loft as doing great things in the east by
making services easier to access for those who need them and bringing very knowledgeable
workers into the area. Two were unsure, not having enough contact with the local community to
judge this.
Thinking about the impact The Loft has in supporting people exposed to family violence, focus
group participants and most interviewees were clear that The Loft impacts greatly, by making
supports so readily accessible. One interviewee felt that the impact on family violence would be
greater if The Loft was located somewhere more visible.
Asked what the three main successes of The Loft were to date, the strongest themes were
collaboration, accessibility of The Loft to clients and capacity to refer between agencies / easy
access to services / Navigator role.
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10.

STAFF SURVEYS – INTERNAL

Analysis of two staff surveys undertaken by The Loft were supplied to the evaluator, one from
December 2016 (38 respondents) and one from November 2017 (25 respondents). Both surveys
were different, probing different aspects of the Logic Model. Response rates were not recorded.
The findings of the two surveys are summarised below.

DECEMBER 2016: STAFF SURVEY 1
The survey presented respondents with seven statements that they rated on a 7-point Likert
scale, from 1, Strongly Disagree to 7, Strongly Agree. The statements were as follows, with
median rating in brackets:

•
•
•
•

There would be good leadership from The Loft to respond to the unexpected. (5.4)

•
•

If key people were unavailable there are always others who could fill their role. (4.6)

•

The Loft has clearly defined priorities for what is important during and after an
unexpected event. (4.9)

People at The Loft are committed to working on a problem until it is resolved. (5.8)
The Loft senior management make tough decisions quickly. (4.8)
Staff at The Loft build relationships with others they might have to work with to help us
achieve our purpose. (5.4)
There are few barriers stopping staff from working well with other organisations at The
Loft. (5.2)

Few respondents gave very low ratings, and the average ratings were moderately high.
Comments in the 2016 survey focused on 1) high workloads of staff based at The Loft and
perceived limiting impacts this has on collaboration and capacity to assist in front-of-house
navigation and 2) issues with the heating at The Loft.

NOVEMBER 2017: STAFF SURVEY 2
Where the 2016 survey had used a number of Likert rating scales, the 2017 survey used openended questions, apart from a multi-choice question regarding the three most important factors
in how respondents felt when they first learned they were locating to The Loft. The
opportunities posed for collaboration and shared services for clients were the two most
identified factors, followed by the east-side location.
Asked what the three main successes of The Loft were to date, the strongest themes were
collaboration, accessibility of The Loft to clients and capacity to refer between agencies / easy
access to services / Navigator role.
The average rating for The Loft’s service from 1-100 was 78, responses ranging from 60 to 100.
In terms of suggestions for improving The Loft, the strongest themes were around the Navigator
role (lack of time and skill for some agencies to offer cover; desire to see development into a
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full-time role; frustration that burden falls onto too few agencies) and complaints around levels
of noise and lack of private spaces in back.
Asked to think what success for The Loft would look like 6 months and 2 years from the time of
the survey, common themes were viability, increased profile across the community, stronger
retention of agencies and growing demand from social services to be based there, and a strong
national profile, to the extent that the model is being replicated elsewhere.

MANAGEMENT SURVEY
Findings of an Engagement and Feedback Survey conducted in August 2017 were also supplied
to the evaluator. Completed by managers of Loft partner agencies (response rate unknown),
some based on-site and others based off-site, the number of respondents was not recorded. On
10-point Likert scales, performance of The Loft “so far” was rated 8 on average, and the
organisation’s experience of The Loft rated 7 on average. A range of successes were identified
for The Loft up until that time, around access to clients, opportunity for connection between
agencies, development of the Navigator role and front-of-house experience at The Loft, and
professional development opportunities presented by colocation. Managers were asked to
identify what success would look like to them in six months’ time, i.e. early 2018. Most
commonly, they identified increased public profile, increased occupancy of The Loft, stronger
visibility in and referrals from health and social service settings, and increased collaboration.
Longer term, they wanted to see The Loft in a more sustainable financial position, as well as
continuing to grow in profile and reach. A need for greater networking between The Loft and
other established social service providers in the east was identified as a good next step, as was
formalisation of The Loft as an entity in its own right, and a sustainable one at that.
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11.

DISCUSSION

Having now been in operation for two years, The Loft has established itself as a positive example
of co-located social services, that moves beyond just sharing premises to a model which
effectively connects members of the community in need with a wide range of services, tailored
to meet their needs. Partnerships such as The Loft are never easy, bringing together diverse
provider agencies, all funded differently and with different contractual obligations and
requirements; it would be great to see central government funding shift in a direction which
makes collaboration easier in the future. Findings of the present evaluation place the client very
much at the centre of how The Loft operates. The Loft is unique in its way of working, at least in
Canterbury, and anecdotal feedback identifies it as unique nationally.
The essence of The Loft appears to lie in its model of front-of-house practice, and in particular
the roles of Tautaawhi Manuhiri and Navigator. Almost everyone who visits The Loft is offered a
hot drink on arrival, as a symbol of welcoming and manaakitanga. When a person presents to
The Loft for help or support, regardless of where they were referred from or whether they selfreferred, they are cared for in the front-of-house area, or in a private room if distressed, and are
assessed by the Navigator or Family Violence Wayfinder (as appropriate) as soon as possible.
They tell their story, and the Navigator uses their skills, knowledge and resources to determine
the best response to meet their needs, drawing on both in-house and external services to do
this. The Loft appears to be one of the strongest examples of a one-stop-shop for family
violence, but also for social service need in general. Together with family violence, mental
health, housing and problems relating to poverty are the most common reasons visit for help.
The Loft differs from other colocation models in Canterbury (e.g. Christchurch Community
House, Phillipstown Hub, Mental Health Advocacy and Peer Support / MHAPS) because of its
rapid response to high and complex social needs, enabled by the triaging function of the
Navigator and Wayfinder roles. It differs from Right Service Right Time because multiple
agencies are based together and can network and collaborate on a daily basis to provide rapid
access to joined-up services provision under one roof. Like each of these models of collaboration
or colocation, The Loft fills its own unique niche in Christchurch.
The journey to develop The Loft was not without its challenges, and the agencies that are part of
the model today reflect a different mix to those present at the start of the journey to its
formation. The Loft brings together some very different community organisations, each with
their own unique workforce and skillset. Learning to work together was always going to take
time, but huge steps have apparently been achieved in this journey. Likewise, some challenges
remain, to be worked through and addressed. The Loft appears to be still in very much an
organic, growth stage of development.

EVIDENCE THAT THE LOFT IS AN EFFECTIVE AND EFFICIENT MODEL TO DELIVER
INNOVATIVE/QUALITY SERVICES FOR LOCAL VULNERABLE COMMUNITIES
The present evaluation findings provide compelling evidence that The Loft is achieving positive
impacts at site level, for The Loft as an entity in its own right, for its partner services and for the
members of the community accessing its services. The evaluator found evidence that the
agencies based at The Loft are committed to a shared vision for The Loft, all partners align in
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their mahi with The Loft vision, and co-governance of The Loft appears to be working
adequately, although not everyone always feels that their voice is heard. Progress is still needed
to ensure more sharing of the responsibilities and liabilities of The Loft across partner agencies;
Aviva still carries the load in this regard.
Client data shows that The Loft is being accessed by clients requiring support in a range of areas
of need, and especially family violence, mental health, housing and financial need. While serving
the needs of clients from throughout the city, the bulk of those people accessing services from
The Loft come from Christchurch East, and particularly from greater Linwood, Aranui and
Wainoni, the most socioeconomically deprived parts of Christchurch East. Around one third of
Loft clients assessed by the Navigator over the past year identified as Māori.
Client feedback, both gathered in-house via feedback forms, and obtained via in-depth interview
in the present evaluation is overwhelmingly positive. Clients feel welcome at The Loft, are
comfortable accessing services there, are being connected with services which effectively meet
their needs, understand the information being given to them, and are recommending it to
others. Word of mouth, and the recommendation of family and friends is a prime means
through which clients find out about The Loft. Client feedback implies a perception of quality in
the service received. All data positively reflects on The Loft as a safe and non-stigmatising space
for individuals and families, and somewhere that is increasingly visible and embedded in the
local community. Stronger presence at community events across the east side will further
enhance this.
For the agencies based there, The Loft is providing some, but not all, with more affordable
accommodation than they previously accessed. However, the majority of The Loft’s service
partners report efficiencies in terms of the ease with which they can refer clients on to other
services, obtain advice from professional peers, access additional training and seek specialist
professional expertise. Findings from staff surveys conducted in-house are positive, identifying
The Loft as a collaborative place to work. There is evidence that staff have a good understanding
of the benefits of multi-disciplinary collaboration. The Loft has provided a community of practice
for the staff of its partner agencies, including some who previously worked in much more
isolated situations. Workers based at The Loft have ready access to a much wider
knowledge/advisory support base than when based in stand-alone agencies, and many
examples were offered where this enhances their capacity to provide a service which effectively
meets client needs. Feedback from both clients and workers based at The Loft suggested that
services are being delivered in a more coordinated and integrated fashion than is possible via
standalone services. This is due not only to the role of Navigator, but also in large part to the
ease with which workers at The Loft can connect with others from different agencies and share
information and seek advice regarding their caseload and their needs, which are often complex.
Several examples of innovative services have already emerged as a result of The Loft and its way
of working. The Māori health initiative for which Linwood Medical Centre is currently seeking
funding resulted directly from and was developed through the collaboration between The Loft
management and the centre. While there is still some work needed to bring it to fruition, the
data exchange project, sharing data between CDHB and a range of Loft partner agencies,
continues to progress.
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IMPACT OF THE LOFT MODEL OF DELIVERING SERVICES ON WELLBEING AND RESILIENCE
OF THE LOCAL AREA
The programme logic developed for The Loft articulates contribution to improved community
wellbeing / increased community resilience and wellbeing as the impact being sought at
community level. Apart from the number of walk-ins and word of mouth referrals, which
together account for the majority of clients accessing services at The Loft, the socioeconomic
profile of the client group, which affirms a predominantly local clientele, evidence of this to date
is predominantly anecdotal, and realistically, is likely to remain so. However the present
evaluation findings suggest that community resilience and wellbeing is being supported through
increased accessibility of support services brought about by The Loft’s presence, efficiency gains
for those services based or delivered there and through collaborative initiatives which The Loft
has engaged in with others, which have in turn resulted in more resources to support wellbeing
and resilience coming into the local community. More and more people in need in Christchurch
east, and across the city, recognise The Loft as a safe place where they can easily obtain the
support they need, and satisfaction with services received from The Loft is high. Clients are
recommending The Loft as a safe and accessible source of support for others they know in their
communities.
The Loft’s location is working very well at providing services in a place and space that is highly
accessible in terms of mobility, personal safety, freedom from stigma and connection to
transport links. It sits in the heart of one of Christchurch’s most socioeconomically
disadvantaged communities, and client data evidences strong service uptake from its local
catchment. The Loft’s impact on wellbeing and resilience is likely to grow as it continues to
promote its existence to the local community, and actively engage in community events and
activities with a wellbeing focus.

IMPACT OF THE LOFT MODEL OF DELIVERING SERVICES ON SUPPORT FOR PEOPLE
EXPOSED TO FAMILY VIOLENCE
Through its coordinated, co-located services and effective front-of-house assessment and
referral system, The Loft’s programme logic articulates that The Loft will refer between
agencies, develop integrated responses and shared plans, link clients to Navigators, undertake
needs assessment and refer clients to appropriate agencies. In doing so, The Loft works to
contribute to reduced exposure to family violence for children, individuals and families. The Loft
seeks to raise awareness of family violence and what to do to respond to it, to provide easy
access to holistic / multiple services, and to reduce barriers to accessing support and
information.
Findings of the evaluation very much endorse these approaches as being delivered upon at The
Loft. External stakeholders see the one-stop-shop approach being delivered upon as intended,
wrapping multiple services around a client, all through an accessible and welcoming point of
entry, to address multiple needs. Supports for people experiencing family violence were seen to
reach both victims and perpetrators, and across gender and ages. Family violence, along with
mental health issues, are the most commonly-cited reasons why clients present to The Loft for
help. Service providers themselves are seeing a growing capacity across Loft partners to
recognise and respond to family violence, and a growing readiness in the community to seek
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help for family violence, both for themselves and for others around them. Aviva’s walk-in client
numbers have increased significantly since relocating to The Loft.
The Loft is working well at providing a tailored needs assessment service to people who present
to The Loft having experience of family violence and connecting them with a wide range of
services both internally and externally to meet their needs. Navigator data evidences The Loft as
connecting people experiencing family violence with specialist family violence services in the
community as well as those available in-house by Aviva.
With Aviva having a very strong presence at The Loft, its role as head tenant and key role in early
fundraising for The Loft necessitating this, there is still work to be done to build the identity of
The Loft in its own right. While all the clients interviewed were very positive about the services
they received at The Loft, some identified the services as coming from Aviva when in large part,
they came from The Loft (Navigator service) and from a range of partner agencies within The
Loft. Findings of the present evaluation also support a need to strengthen the connection that
The Loft has with the wider family violence scene in Christchurch, while also acknowledging the
challenges that surround this. It is important that in responding to the needs of people
experiencing family violence, The Loft does so in a manner which is coordinated with the efforts
of other specialist agencies across the city. Around two-fifths of clients seeking help from the
Family Violence Wayfinder are also involved with ISR. Feedback provided to the evaluator
suggests that there is regular communication between The Loft, Aviva and ISR regarding these
clients and the responses they receive to meet their needs, but it could be useful to formalise
this process. It is suggested that The Loft should actively consider connecting with ISR to develop
a protocol to guide practice to support clients connected with both services.
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12.

SUMMARY OF FINDINGS IN RELATION TO LOGIC MODEL

Evidence that The Loft is an effective and efficient model to deliver innovative/quality services
for local vulnerable communities
Site level:
•
•
•
•
•
•
•
•
•
•
•

•
•
•
•
•
•
•
•
•
•
•

•

Partner agencies report experiencing financial efficiencies, including reduced rent costs,
shared office amenities and shared training.
The Loft has commissioned professional advice regarding financial sustainability and
there is evidence that this is being acted on.
A diversity of funding streams was reported by management.
Partner agencies report considerable time efficiencies through co-location in relation to
receiving and making referrals, seeking professional advisory support
Clients identify services received at The Loft as effective.
Clients report colocation of services at The Loft as enhancing their efficiency of access
Co-governance committed towards financial sustainability, but progress still to be made
One partner still carries greater financial risk and responsibility than others.
Internal stakeholder feedback indicates core of stable tenants in place with long-term
commitment
Contracts and lease agreements formalised and in place.
All agencies represented at The Loft appear committed to The Loft’s long-term vision,
and the mix of agencies aligns with the vision of The Loft: any gaps in service areas are
actively being sought to be filled.
Key partner agencies represented on co-governance body, along with skilled and
experienced independent members.
Co-governance body formalised into legal entity.
Internal feedback indicated good level of shared understanding of The Loft model.
Feedback suggests co-governance working well, strengthening over time as agencies
and individuals learn to work together.
Not all partners feel that their voice is equally heard in co-governance; differences in
level of risk and responsibility of individual partner agencies noted.
Majority of staff appear to understand and appreciate benefits of multi-disciplinary
collaboration.
Staff attitudes, determined through regular internal surveys and evaluation interviews
are positive
Staff attendance at collegial events lower than desired, but The Loft Organisational
Culture Committee members report actively working to devise events that engage staff.
Very positive feedback from staff re joint training events.
Surveys evidence increase in positive attitudes of staff working together.
Collaborative initiatives appear from feedback to have increased in frequency as partner
agencies and staff have grown in their understanding and trust of each other. Multiple
examples documented.
Perceptions of The Loft working environment have increased in positivity over time,
evidenced by staff surveys and evaluation interviews with management and staff. Issues
such as temperature have been taken on board and addressed.
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Service level:
•

•
•

•
•
•

•

•

•

Interview feedback regarding the front-of-house assessment / referral system, both
from partner agencies and from clients was extremely positive. Staff were identified as
skilled, well-trained and well-supported, and able to respond in a very timely manner to
meet both acute and less urgent needs.
Client feedback form responses were extremely positive: Needs responded to in a
manner they understood, felt supported, offered and appreciated manaakitanga.
Interview data from both clients and internal stakeholders identifies Navigator service as
effectively linking clients with appropriate services, both at The Loft and based
externally.
Client data evidences referrals being made, although system could be enhanced to
better capture all assistance provided to clients.
Client satisfaction with referral system is high, evidenced by client feedback forms and
client interviews.
Staff display awareness of the range of services on offer by each partner, evidenced by
feedback that they regularly seek professional advice from other staff, and refer on to
each other, but feedback suggests there is value in refreshing this knowledge over time.
Some agencies are referring to partner agencies more than others.
Joint training is occurring and feedback from staff and partner agencies suggests that it
is seen as valuable, both in terms of breadth of training opportunity presented,
accessibility, cost and efficiency of delivery.
The data exchange project, under development, is an example of a new, innovative
initiative being developed at The Loft. The Family Violence Wayfinder is a specialised
triaging service addressing the needs of people experiencing family violence, while the
Māori health initiative being developed at Linwood Medical Centre has been developed
in conjunction with The Loft. The Loft appear to have a strong focus on evaluation of
their projects. They are working with UC Business School to improve the way they
capture client feedback. They have successfully secured funding for this and other
innovative projects.
Numerous examples were identified in the evaluation of effective use of multidisciplinary problem solving, with many staff regularly seeking advice from workers from
other agencies operating from The Loft. Some agencies are working together
collaboratively at client level.

Difference made by The Loft model of service delivery in contributing to improved welcome of
local area
Community level:
•

The Loft Manager attends some of the Greater Linwood Forum meetings. It is unknown
whether partner agencies attend these meetings.
• Client and external feedback identify the profile of The Loft locally as growing. Word of
mouth and walk-ins are the most common referral sources according to client feedback
forms, affirming this. Walk-ins have increased over time.
• The Loft has held events which provide information about supports available in the
community, both in Eastgate mall for the public, and through presentations and
seminars for mall tenants, library staff and medical centre staff.
• Feedback from external stakeholders identifies a need for stronger networking by The
Loft and its partners with other social service providers in the Greater Linwood area.
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•
•
•
•
•
•
•

Client data evidences a range of advice being provided to people who visit The Loft. Not
all of this data is being captured.
Referrals between Loft partner agencies are not being recorded in a reportable format
in all cases.
Client feedback, via feedback forms and interviews, identifies The Loft as perceived as a
safe and welcoming space.
Health and Safety policies and procedures are in place, and a health and Safety
Committee convenes regularly.
Comprehensive measures are in place to ensure safety of clients and staff in times of
crisis. Front-of-house gave positive feedback about these measures.
Community events at The Loft (trainings, two-year birthday celebration, seminars etc.)
have been well-attended.
A large proportion of clients come from the local greater Linwood community.

Difference The Loft model of service delivery has made in contributing to support for people
exposed to family violence
•
•
•
•
•
•

The Loft is seeing a number of clients accessing support around family violence for the
first time.
Partner agencies which are not focused on family violence have made referrals to Aviva
for family violence-related needs.
Staff of partner agencies were identified via internal stakeholder feedback as growing in
awareness of family violence issues, and indicators.
Aviva has seen a growth in walk-ins since relocating to The Loft.
Family Help Trust, Plunket, Aviva and PGF Services all gave examples of working
together collaboratively to address family violence in client work.
Feedback from clients who had experienced family violence was very positive regarding
The Loft and its partner agencies. Support was accessed in a timely manner, and with
relative ease. Most of the clients interviewed had received support from multiple
services based at The Loft. The Wayfinder role was greatly appreciated for making
service access efficient and reducing stress.
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13.

RECOMMENDATIONS

On the basis of the findings of the present evaluation, the following recommendations are put
forward for consideration:
I.

The Loft front-of-house personnel, and The Loft partners who created the service,
should be congratulated for the effectiveness of their manaakitanga and mahi. Feedback
from clients was overwhelmingly positive, and client data endorses the work that they
are undertaking at caring for a broad range of clients, identifying their needs,
recognising which services are best placed to meet these needs, explaining these
services to clients and connecting the clients with these services.

II.

The present evaluation endorses the approach being taken at The Loft, and the hard
work and resource commitment that went into developing the physical space that is The
Loft, along with the many operational policies and procedures that were developed
before opening and have been continually revised in response to learnings over the past
two years.

III.

Attendance of The Loft Manager, or a nominated representative at the Greater Linwood
Forum should be prioritised; The Loft needs to work to strengthen its connections to
other community and social services in its community.

IV.

The Loft should actively strive to have a presence at key community events and
celebrations across its primary catchment of Phillipstown, Linwood, Aranui, Bromley,
Wainoni and New Brighton, utilising these events to raise awareness of The Loft and to
promote community wellbeing and family violence prevention messages.

V.

The Loft should continue to work to engage with others involved in family violence
service provision in Canterbury.

VI.

Full consideration should be given to working with ISR to develop a protocol of practice
regarding clients that present both to The Loft and are referred by Police to ISR.

VII.

Development of a clinical liaison role for The Loft’s navigation service should be
considered as resourcing permits.

VIII.

In order to better quantify collaborative relationships in-house, The Loft should consider
requiring each tenant organisation to track and report numbers of referrals to each of
the partner organisations on a monthly basis, and for this data to be collated as it
evidences The Loft linking clients to appropriate services with Loft partners, efficiencies
for partners through easy referral on to other service providers, and integrated service
provision. In late 2018, The Loft received $5000 in sponsorship from UC Business to
cover the costs of purchasing, installing and setting up two touch screen devices in The
Loft reception area, in return for an opportunity for UC Business School students to
participate in projects throughout the year to help improve the collection of data
through those devices and provide expert analysis of the data collected. A signed MOU
is in place to support this partnership. This exciting opportunity will result in feedback
from a greater sample of Loft clients. The advisory opportunity would also be usefully
directed at addressing the issue outlined above.
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APPENDICES
A.

FRONT-OF-HOUSE OBSERVATIONS

Front-of-house operations of The Loft were observed by the evaluator on two occasions, 10:30
am – 2:00 pm (3.5 hours) Tuesday 25 September and Thursday 11 October (school holidays),
12:00-1:00 pm, 2:05-2:30 pm and 3:15 – 4:00 pm, a period of 2 hours 10 minutes; 5 hours 40
minutes in total. These days were selected because Tuesday has a number of clinics operating at
The Loft, and Thursdays is the busiest day at Eastgate Mall in terms of foot traffic, according to
Mall Management. It is also the drop-in clinic for Plunket that day.

OBSERVATION 1
On Tuesday 25 September, Kingdom Resources, Community Law and Citizen’s Advice all had
clinics operating, and Laura Ferguson Trust, Aviva and PGF Services (formerly Problem Gambling
Foundation) all had appointments in place.
The following was observed:
•
•
•
•

•

A couple arrived for an appointment with Community Law. They were offered a drink on
arrival.
A visitor arrived to see a family member who worked at The Loft.
A female client arrived for an appointment with Kingdom Resources and was offered a
drink while they waited.
A woman came to collect some clothes that had been arranged for her by the Navigator.
She had moved from elsewhere in the country with her partner for a job that had
subsequently fallen through upon their arrival. When she and her partner first
presented at The Loft around 9 months ago, they were living in a tent and she was
street working to support themselves financially. By presenting at The Loft, the couple
were assisted onto the housing list and secured themselves a Housing New Zealand
tenancy. She stopped working on the street and started gardening work. Over the 9
months since their arrival in Christchurch, she has presented to The Loft for assistance
on a number of occasions, but the couple are, according to front-of-house staff, slowly
“finding their feet”.
A woman and infant came to attend a Plunket appointment.

By 11:50 am, the total clients through the door were as follows:
Community Law

4

Kingdom Resources

1

Aviva

2

Problem Gambling Foundation

3

Plunket

2

Enquiries

2
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•

•
•
•

A male came for an appointment with Kingdom Resources. He knew the staff, having
visited The Loft before, and they were aware that he has had housing issues, living in a
garage for a time. He told the Navigator that Work and Income had placed him in a
motel unit for three months because they did not have any one-bedroom units
available, but that he had managed to find a house for himself through Emerge. He was
visiting Kingdom Resources for assistance because Work and Income had reduced his
benefit payments through deduction of courts payments, and this was causing him
hardship. After checking with him, the Navigator ordered him a food parcel for that
week.
A visitor called in to see a family member working at The Loft.
A woman came to see Community Law, and while she waited, grabbed a couple of items
from a free basket of cosmetics etc. She had attended The Loft before.
A male came for an appointment with Community Law.

At 12:50, a volunteer arrived to provide some front-of-house cover over lunch. She had
originally come into The Loft as a volunteer covering one of the Front-of-house roles while the
incumbent was on holiday. While in that voluntary role, she had met Family Help Trust staff,
who had some administrative work needed as part of a research project, which she was able to
undertake for them. This was a task that would have otherwise consumed valuable staff time,
and access to the volunteer for this task had made the involvement in the research much easier.
•
•
•
•
•

A male arrived for an appointment.
A couple dropped in to see a housing worker. They had lost the key to their unit and
needed to arrange another urgently.
A female and her infant came for a Plunket appointment.
A local female came to drop off flyers for a recreational activity in the local area.
A woman and toddler came for a Plunket appointment.

All were offered a hot drink on arrival.
Over the 3.5-hour period observed, 2 couples, 6 adults on their own and three parents and
children came to The Loft for assistance or an appointment. None required the Navigation
service, all coming for either an appointment (n=9) or to see a worker they had previously
engaged with.
A major incident occurred shortly after the observation ended, requiring the front doors to be
locked to ensure a client’s safety as they sought assistance for family violence.

OBSERVATION 2
Plunket drop-in was operating.
•

•

By 12:00, no walk-ins had occurred that morning. From 12:00 to 12:30 pm, two mothers
arrived with their babies, one for Plunket drop-in and one for open clinic. A couple came
for an appointment.
A female who had used services at The Loft before arrived with her friend. The
Wayfinder (the front-of-house family violence specialist role) had left clothes and
toiletries at the front desk for the client to pick up. While there, she asked the front-of-
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•
•
•

•
•
•
•

house staff member for advice setting up a bank account, as having moved from an
abusive living situation, she did not have possession of important documents such as a
Birth Certificate. This followed on from earlier assistance provided for the same reason,
and she provided an update on her situation. The worker checked in on how she was
doing generally, and the female was given an email address so that she could send
through anything she needed to be printed. She was told to come back at 1:00 pm to
see the Wayfinder once she had returned from lunch.
From 1:00 – 2:05 pm, when the evaluator ceased observation to undertake other
consultations, the front-of-house was reported as quiet.
From 2:05 pm, a mother arrived with her baby for Plunket open clinic, and a woman
arrived for a job interview at The Loft.
A couple who had used the services of The Loft arrived for an appointment with one of
the services, to donate baby clothes, and to check if they could get a donation of cat
biscuits. They were advised that none were available, but to try one of the food banks.
A couple arrived for Plunket drop-in, but it had already finished for the day.
Front-of-house fielded a telephone query, asking for information.
At 3:15 pm a male arrived to drop off some forms completed for one of the services.
A female and her friend arrived after 3:15 pm for an appointment made with the
Navigator for 10:00. She was politely told that the appointment was at 10:00 and the
Navigator had been expecting her all day, but had finished her shift and gone home. She
was asked if she wanted to see someone else but she explained that she did not want to
have to tell her story again. Her friend wanted a food parcel but it was explained that it
was too late in the day to arrange this, but she was told of a list of other places she
could try for food, and those which were still open.
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B. INFORMATION SHEET: EVALUATION CONSULTATIONS WITH SERVICE USERS

Information Sheet:
Evaluation Consultations with Service Users

What is The Loft evaluation?
Wanting to tell their story to funders and other agencies, management of The Loft have
commissioned an external process and short-term outcomes evaluation of the project. The
evaluation is being undertaken by Sarah Wylie, an independent researcher and evaluator with
extensive experience in community-based research and evaluation.
The aim of the evaluation is to write up the story of what The Loft does, and to capture the
learnings of The Loft as a whole, including its navigation service, to build understanding of The
Loft: what it is, how it is working, and how it differs from other service delivery models and
approaches.
As part of the evaluation, Sarah is going to lead a focus group with a group of people who have
used services based at The Loft. You are invited to take part in this.
If I choose to take part, what will I be doing?
The focus group is a group chat over some kai, about The Loft and the service provided there.
The focus group will be led by the evaluator, and the people taking part will be people who have
accessed services at The Loft. The questions will be about how you found out about The Loft,
what it was like coming there for the first time, what the service was like that you got, and to
find out how you think things could be improved in the future. The focus group will be held at
The Loft.

Confidential – not for circulation

72

How do I become involved?
Let WHO know at The Loft that you are happy to come along to the focus group. They will let
you know what time the focus group will be held. Once you arrive, Sarah will get your full
consent before the discussion gets underway.
Can I change my mind and pull out from the project?
Participation in the evaluation is voluntary. Full informed consent will be gathered before the
interview or focus group. You can change your mind on the day, and that is okay.
How will information be collected, and how will it be used.
When Sarah meets or talks with you, she will take notes at the time. With consent, she may also
audio record the discussion and write it up later, in a confidential way. All feedback received will
be written up in a confidential manner. Nobody reading the evaluation report will recognise who
the clients were who took part.
Will people know what I have said?
If you are part of a focus group, others present in the group meeting will hear what each person
is saying. We will agree as a group to not discuss what we hear outside the group, but there is
no guarantee that everyone will respect this rule. If you do not feel comfortable answering some
questions with this in mind, you don’t have to - that is okay.
Do I have to do this?
No. It is voluntary. It is really helpful for us to hear what you think, but if it is not something you
want or are able to take part in, that is okay. It won’t affect the services you get from The Loft in
the future.
Will I be paid to take part?
No.
Who will run the group?
Sarah Wylie
If you have any questions about the evaluation, please contact Kate O’Grady, The Loft manager,
Ph. 03 741 5187, officemanager@theloftchristchurch.org.nz or Sarah, 021-288-4334,
swylie@socialresearch.co.nz
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D.

CONSENT FORM FOR PARTICIPATION IN SERVICE USER FOCUS GROUP

Consent form for participation in service user focus group
To indicate your agreement with each statement below, please tick each box.

☐

I have read and understood the information pamphlet about this focus group and understand
what its purpose is

☐

I understand the nature of my involvement in this focus group, and I consent to take part.

☐

I understand that my participation in the panel is voluntary. I can choose which discussions I
take part in / which questions I answer, and I can change my mind and withdraw from the
group at any time, without any negative effect on the service I, my family or my child/ren
receives from The Loft.

☐

I understand that I or others involved in the focus group will not be identified in any report,
and my feedback in the group will be used to develop the service The Loft provides.

☐

I will respect the confidentiality of others in the group, and not discuss what other people say
outside the group.

☐

I understand that while participants consent to respect confidentiality of others, there is no
guarantee that others will do this.

☐

I consent for the discussion to be audio recorded for the purposes of writing up what is
discussed in the group.

Date: _________________________________
Please write your name and sign here:
Name ______________________________
Signed ____________________________________________
Please return this form to the person who provided you with this consent form.
Confidential – not for circulation

74

E.

INFORMATION SHEET: SERVICE USER INTERVIEW/FOCUS GROUP

Information Sheet: Evaluation Consultations

What is The Loft evaluation?
Wanting to tell their story to funders and other agencies, management of The Loft have
commissioned an external process and short-term outcomes evaluation of the project. This work
builds on independent research planning and logic modelling work undertaken in mid-2017 by
NZIER. The evaluation is being undertaken by Sarah Wylie, an independent researcher and
evaluator with extensive experience in community-based research and evaluation.
The aim of the evaluation is to write up the story of The Loft as it currently operates, and to
capture the learnings of The Loft as a whole, including its navigation service, to build
understanding of The Loft: what it is, how it is working, and how it differs from other service
delivery models and approaches.
As part of the evaluation, interviews and focus groups are being undertaken with
representatives of services based at The Loft, and with external stakeholders. You have been
identified by The Loft management as someone who should be invited to be interviewed as part
of the evaluation.
If I choose to take part, what will I be doing?
You will be invited to take part in either an interview, a focus group, or a mini interview. This will
be arranged at a time that suits you.
How do I become involved?
Sarah will make contact and invite you to take part in the evaluation.
Can I change my mind and pull out from the project?
Participation in the evaluation is voluntary. Full informed consent will be gathered before the
interview or focus group. You can change your mind without any negative consequences.
How will information be collected, and how will it be used.
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When Sarah meets or talks with you, she will take notes at the time. With consent, she may also
audio record the discussion and write it up later, in a confidential way. All feedback received will
be written up in a confidential manner. Some information may be usefully attributed to your
particular service, but this will be discussed with you when Sarah meets you / talks to you and
your service will only be identified in the report with your consent.
Will people know what I have said?
If you are part of a focus group, others present in the group meeting will hear what each person
is saying. We will agree as a group to not discuss what we hear outside the group, but there is
no guarantee that everyone will respect this rule. If you do not feel comfortable answering some
questions with this in mind, you don’t have to - that is okay.
Do I have to do this?
No. It is voluntary. It is really helpful for us to hear what you think, but if it is not something you
want or are able to take part in, that is okay. It won’t affect your interactions with The Loft in the
future.
Will I be paid to take part?
No.
Who will run the group?
Sarah Wylie
If you have any questions about the evaluation, please contact Kate O’Grady, The Loft manager,
Ph. 03 741 5187, officemanager@theloftchristchurch.org.nz or Sarah, 021-288-4334,
swylie@socialresearch.co.nz
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F.

CONSENT FORM FOR SERVICE USER INTERVIEW/FOCUS GROUP

Consent form for participation in evaluation interview/focus group
To indicate your agreement with each statement below, please tick each box.

☐

I have read and understood the information pamphlet about this focus group/interview and understand what its
purpose is

☐

I understand the nature of my involvement and I consent to take part.

☐

I understand that my participation is voluntary. I can choose which discussions I take part in / which questions I
answer, and I can change my mind and withdraw from the group/interview at any time, without any negative
consequences.

☐

I consent for the discussion to be audio recorded for the purposes of writing up the findings.

READ CAREFULLY AND TICK EITHER

☐

I understand that the researcher will check with me before reporting anything specific to our organisation

OR

☐

Please do not name the organisation I represent in any report

For focus groups:

☐

I will respect the confidentiality of others in the group, and not discuss what other people say outside the group.

☐

I understand that while participants consent to respect confidentiality of others, there is no guarantee that others will
do this.

Date: _________________________________
Please write your name and sign here:
Name ______________________________

Signed ____________________________________________

Please return this form to the person who provided you with this consent form.
Confidential – not for circulation

77

