
 

 

 

 

 
 

 
The Aurora Centre, 56 The Terrace, PO Box 1556, Wellington  
– Telephone 04-916 3300 – Facsimile 04-918 0099 

 

 

 

26 August 2025  

 

 

Tēnā koe  

 

 

Official Information Act request 

Thank you for your email of 19 June 2025, requesting information about 
emergency housing. 

I have considered your request under the Official Information Act 1982 (the Act). 
Please find my decision on your request set out below. 

• Copies of any correspondence (emails, texts, briefings, meeting notes, etc) 
between Hon Tama Potaka or his office and the Ministry of Social 
Development relating to domestic violence victims and their access to 
Emergency Housing. I’m particularly interested in anything from 1 July 2024 
to now that discusses the issue of women being turned away from 
emergency accommodation. 

Three documents were found in scope of your request for correspondence between 
the Office of Hon Tama Potaka and the Ministry of Social Development (the 
Ministry). Please see the following documents attached: 

1. 20250612 FW: Emergency Housing. 
2. 20250613 One pager on family violence and emergency housing 
3. 20250613 One pager on family violence and emergency housing 

ATTACHMENT 

Please note that information that is not relevant to the request has been marked 
as out of scope.  

Some information is withheld under section 9(2)(a) of the Act, to protect the 
privacy of natural persons. The need to protect the privacy of these individuals 
outweighs any public interest in the release of this information.  

• I also request copies of any records showing when the Minister first raised 
this issue with MSD, including any back-and-forth or internal discussion 
that followed. This includes any advice he might have sought or given, and 
any resulting changes or clarifications to policy or guidance for staff 
working on the frontline. 



Hon Tama Potaka first raised this issue verbally at meetings with officials from the 
Ministry and the Ministry of Housing and Urban Development in mid-April 2025. 
There are no records that we can share with you as this directive was verbal. As 
such, your request for copies of any records showing when Hon Tama Potaka raised 
this issue with the Ministry is refused under section 18(e) of the Act, as this 
information does not exist.  

Following the directive, the Ministry improved our guidance about emergency 
housing decisions and conversations. Please see attached the following 
documents: 

4. Mahi and Manaaki – 24 June 2025. 
5. Emergency Housing Resolution Framework 
6. Emergency Housing Grant (EH Grant) process 

Please note that information that is not relevant to the request is marked as out 
of scope.  

Additionally, two presentations were made for Regional Directors: 

7. Looking ahead – Enhancing the MSD Housing Practice 
8. Emergency Housing Practice Update 

There was no advice sought or provided to Hon Tama Potaka regarding this topic, 
following the directive.  

The statement on slide 2 of the Document 7 Looking ahead – Enhancing the MSD 
Housing Practice “Current State: Some victims of family violence are being 
declined if they do not have a police report”  is incorrect.  

It should read “There have been claims from community groups and media that 
applicants for EH are being declined if they do not have a police report.”  

This follows concerns expressed by housing sector partners, during our regular 
engagement with them, that a small number of victims of family violence may 
have been declined assistance because they were unable to provide a Police report.   

We have not been able to establish any instances in which this has happened. 

An applicant should not be declined emergency housing for this reason. 

The Ministry provided regional leaders and staff with additional guidance clarifying 
that the absence of a Police report in these circumstances should not disqualify 
people from receiving emergency housing. 

• In addition, I request copies of any internal MSD discussions or documents 
about concerns raised regarding domestic violence survivors being declined 
access to Emergency Housing during this period. 

The only communications found in scope of this section of your request are 
communications following media queries.  

The internal communications regarding these media requests are refused under 
section 9(2)(g)(i) of the Act to protect the effective conduct of public affairs 
through the free and frank expression of opinions. I believe the greater public 
interest is in the ability of individuals to express opinions in the course of their 
duty. 



Please instead see attached the following documents, which are the final versions 
of the internal communications refused above: 

9. MSD Media and Social Media Log - Thursday, 3 April 2025 
10. MSD Media and Social Media Log - Wednesday, 21 May 2025 
11. MSD Media and Social Media Log - Thursday, 5 June 2025 
12. MSD Media and Social Media Log - Wednesday, 11 June 2025 
13. MSD Media and Social Media Log - Thursday, 12 June 2025 
14. MSD Media and Social Media Log - Tuesday, 24 June 2025 

Information that is not relevant to the requested topic is marked as out of scope. 

I will be publishing this decision letter, with your personal details deleted, on the 
Ministry’s website in due course. 

If you wish to discuss this response with us, please feel free to contact 
OIA Requests@msd.govt.nz. 

If you are not satisfied with my decision on your request regarding emergency 
housing, you have the right to seek an investigation and review by the 
Ombudsman. Information about how to make a complaint is available at 
www.ombudsman.parliament.nz or 0800 802 602. 

Ngā mihi nui 

 

Anna Graham 
General Manager 
Ministerial and Executive Services 



From: Marley Phillips  
Sent: Thursday, June 12, 2025 12:22 PM
To: Alastair Reith @msd.govt.nz>; Yurika Nishiyama

@msd.govt.nz>
Cc: Media (MSD) <media@msd.govt.nz>; DCE_SD_Advisors (MSD)
<DCE_SD_Advisors@msd.govt.nz>; i_request (MSD) <i_request@msd.govt.nz>; Euan Alexander

Subject: RE: Emergency housing

 
Thanks team
 
We will old fire 
 
M
 
From: Alastair Reith @msd.govt.nz> 
Sent: Thursday, 12 June 2025 12:17 PM
To: Yurika Nishiyama @msd.govt.nz>; Marley Phillips

Cc: Media (MSD) <media@msd.govt.nz>; DCE_SD_Advisors (MSD)
<DCE_SD_Advisors@msd.govt.nz>; i_request (MSD) <i_request@msd.govt.nz>; Euan Alexander

Subject: RE: Emergency housing

 
IN-CONFIDENCE

 
We’ve had the same query, I’m about to call Glenn. As you say, it’s the same thing as Thomas
Manch’s query earlier in the week, but I’ll see if Glenn is willing to share any more details.

At a certain point  it would be reasonable for us to get a bit of who/what/where/when, so we
can actually look into these reports…
 
Alastair Reith – Lead Advisor, Media

Out of scope

s9(2)(a)

s9(2)(a)

s9(2)(a)
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CELL  | DDI  | media@msd.govt.nz | www.msd.govt.nz 
Ministry of Social Development, Te Manatū Whakahiato Ora
Aurora Centre, 56-66 The Terrace, PO Box 1556, Wellington 6140

(If this was a media response): This reply addresses the information you requested.
You have the right to ask the Ombudsman to investigate and review our response.
In the event a request for some or all of your request for information has been declined,
please click here for more information about the reason why. Please also note that
requests for comment are not requests under the OIA.
 
 

From: Yurika Nishiyama @msd.govt.nz> 
Sent: Thursday, June 12, 2025 12:06 PM
To: 
Cc: Media (MSD) <media@msd.govt.nz>; DCE_SD_Advisors (MSD)
<DCE_SD_Advisors@msd.govt.nz>; i_request (MSD) <i_request@msd.govt.nz>; Euan Alexander

Subject: RE: Emergency housing

 
IN-CONFIDENCE

 
Confirming receipt, I’ll come back to you 

 
Yurika Nishiyama | DCE Advisor, Service Delivery
Email: 

 
 

From: Marley Phillips <  
Sent: Thursday, June 12, 2025 12:05 PM
To: Yurika Nishiyama < @msd.govt.nz>
Cc: Media (MSD) <media@msd.govt.nz>; DCE_SD_Advisors (MSD)
<dce_sd_advisors@msd.govt.nz>; i_request (MSD) <i_request@msd.govt.nz>; Euan Alexander

Subject: FW: Emergency housing

 
Kia ora Yurika,
 
We have received the below media query which is like the one MSD responded to
yesterday. (attached)
 
I have sent this through to Jared our Press sec, however wanting to check if MSD have
anything else they can add, such as has MSD sent reminders out to staff etc that staff
are following policy etc?
 
Once something is drafted here – I will send through for fact checking
 

s9(2)(a) s9(2)(a)
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Marley Phillips | Acting Private Secretary – Housing (Social Housing) | Office of
Hon Tama Potaka 
Minister of Conservation | Minister for Māori Crown Relations | Minister for Māori
Development | Minister for Whānau Ora 
Associate Minister of Housing | MP for Hamilton West
 
M: 
E: 
Private Bag 18041, Parliament Buildings, Wellington 6160, New Zealand

 
 
 
 
 
From: Jared Nicoll < > 
Sent: Thursday, 12 June 2025 11:44 AM
To: Huriwai Paki < >; Cole Blair

; Marley Phillips 
Subject: Re: Emergency housing

 
Kia Ora Marley 
Can we please get a strong clear response from MSD for this query?
I remember you guys had a similar query the other day.
Jared
 

From: Glenn McConnell <glenn.mcconnell@stuff.co.nz>
Sent: Thursday, June 12, 2025 11:25 AM
To: Olivia Westley ; Jared Nicoll

Subject: Emergency housing
 
Kia ora kōrua,
 
I'm not sure whose office is best placed to respond to this - so looping you both in.
 
Last week in question time, the prime minister was asked why women
escaping domestic violence were "no longer eligible for emergency
accommodation". The prime minister said that was "not happening".
 
However, I have spoken with a number of social service charities, including Women's

s9(2)(a)

s9(2)(a)

s9(2)(a)

s9(2)(a)

s9(2)(a) s9(2)(a)

s9(2)(a)

s9(2)(a)

 



Refuge, which have said that is happening.
 
Some of these reports have included:

Women being refused emergency housing grants despite arriving at MSD
meetings with a Refuge support worker.
Women being told they need to have filed police reports if they are claiming
they need housing to leave an abusive household.
A woman being told that they have contributed to their homelessness because
they left accommodation (which the woman said was abusive), and therefore
they do not meet the emergency housing criteria.

These reports are not isolated to individual Work and Income offices, and come from
front line support workers from across the country.
 
My questions are:

Will a minister investigate why there are reports from across the country that
people fleeing domestic violence are being denied emergency housing?
Does the Government expect that emergency housing will be available to
everyone needing it as a result of domestic violence?
If it is policy that victims of domestic violence should be eligible for emergency
housing, will the Government clarify that policy with the ministry's front line
staff?

I'm working to file this story by the end of today.
 
Ngā mihi,
Glenn
 
 
--
Glenn McConnell
Political Journalist • Kaipūrongo Tōrangapū
Host of He'll Be Right, and Tribal
 
M  | PO Box 2595, Wellington, 6140
Stuff, Press Gallery, Parliament Buildings, Room G-058a

 

    
 

The information contained in this e-mail message and any accompanying files is or may be confidential. If you are not the intended recipient,
any use, dissemination, reliance, forwarding, printing or copying of this e-mail or any attached files is unauthorised. This e-mail is subject to
copyright. No part of it should be reproduced, adapted or communicated without the written consent of the copyright owner. If you have
received this e-mail in error please advise the sender immediately by return e-mail or telephone and delete all copies. Stuff Limited does not
guarantee the accuracy or completeness of any information contained in this e-mail or attached files. Internet communications are not secure,
therefore Stuff Limited does not accept legal responsibility for the contents of this message or attached files.

This email and any attachments may contain information that is confidential and

s9(2)(a)

 



subject to legal privilege. If you are not the intended recipient, any use,
dissemination, distribution or duplication of this email and attachments is
prohibited. If you have received this email in error please notify the author
immediately and erase all copies of the email and attachments. The Ministry of
Social Development accepts no responsibility for changes made to this message or
attachments after transmission from the Ministry.

 



From: Yurika Nishiyama
To: Marley.Phillips@parliament.govt.nz
Cc: Kamal Acharya
Subject: One pager on family violence and emergency housing
Date: Friday, 13 June 2025 3:21:00 pm
Attachments: One pager family violence emergency housing .docx

Hi Marley,
 
As discussed, I’ve attached some backpocket notes in relation to family violence victims seeking
emergency housing just in case.
 
Yurika Nishiyama | DCE Advisor, Service Delivery
Email: @msd.govt.nz
Phone: 
 
 

s9(2)(a)

s9(2)(a)

 



 

IN-CONFIDENCE 

Emergency Housing and Family Violence Backpocket notes 
 
• Staff guidance and MAP clearly state that eligible clients who leave housing due to 

family violence are not considered to have contributed to their immediate 
housing need.  

 
• Case Manager Responsibilities: Case managers are expected to respond 
 immediately to any concerns of family violence. They are supported by:  

 
• Family Violence Coordinators – providing mentoring, advice, and 

debriefing. In Auckland, FVRCs will bring cases to managers attention if Refuge 
are not able to accommodate. 

• Access to local services – ensuring clients are referred to approved 
providers and receive the necessary safety and support information.  
 

• Anecdotally, Women’s Refuge refer people to MSD for product, services and 
sustainable housing needs. MSD staff work closely with Women’s refuge to find 
solutions for the person’s situation.   

 
• When a client presents on their own disclosing FV, they may be asked if they have 

reported it to Police to see if appropriate supports have been put in place.  If they 
have not, the offer is made to connect them with our FVRC’s who can advise them of 
support available and help arrange safety plans.  

 
• TH options are explored first and cases can be escalated to TH providers for a same 

day assessment and placement.  If same day outcome is not possible EH is 
supported while TH referral is followed up.   

  

• Where someone cites family harm as a reason for needing EH but is unable to 
immediately evidence that harm (e.g. a Police report), we encourage staff to use 
their discretion to grant assistance for 1-3 nights to allow time for the person to 
gather that information. 

• MSD has taken the opportunity to reiterate the EH policy settings and service 
expectation in respect of victims of domestic violence with MSD regional leaders and 
staff. 

 
Key Media lines:  
 

• Our policy is that if someone leaves their housing due to family violence, they 
will not be considered to have contributed to their immediate emergency 
housing need.    

• We would be extremely concerned if someone was declined emergency housing 
support for this reason.    

• It is important to note the rate of emergency housing declines is influenced by 
the availability of alternative accommodation such as transitional housing. Where 
there are more suitable alternatives that meet the person or household’s needs, 
they will be declined EH and referred to that option. 

 

 



Mahi and Manaaki: 24 June 2025
4 min read

Remember, there are two People Leader Hauora Sessions this week you can
join if you want to learn new skills for confidently dealing with critical incidents.
They’re taking place today and on Thursday, covering the same content. Find
out more in a previous Mahi and Manaaki.

In this edition
Service Delivery

Updated Emergency Housing Resolution Framework: what’s changing

Standardising case manager calendars

Changes for CSRs and CPOs when rescheduling client appointments

Want to know more about the quality of your team’s work?

Strength-based conversations with clients

Service Delivery
Updated Emergency Housing Resolution Framework:
what’s changing
We’ve improved guidance which will help client-facing kaimahi with
emergency housing (EH) decisions and conversations. We need your support
to raise awareness about it with your teams.

Case managers and reception/front-of-house kaimahi should use this
guidance. It includes info on:

dealing with EH requests at reception/front of house

understanding the client’s EH need and assessing eligibility

Out of scope

 



dealing with EH requests from victims of Family Violence

EH Decline Escalation Pathway for households with children.

Also, please remind your teams to create EH event cases using the “Screening
Pre-Emergency Housing” client event note. It’s important to document what
they’ve done.

Check Doogle and HIYA for more information.

Emergency Housing Resolution Framework - Doogle

Emergency Housing Grant (EH Grant) process - Doogle

Emergency Housing screening - HIYA
 

 

 

 

From: MahiandManaaki (MSD) <mahiandmanaaki@msd.govt.nz> 
Sent: Tuesday, June 24, 2025 8:21 AM
Subject: Mahi and Manaaki - 24 June 2025
 

Mahi and Manaaki - Support the wellbeing and success of your people

Out of scope

 



Remember, there are two People Leader Hauora Sessions this week you
can join if you want to learn new skills for confidently dealing with critical
incidents. They’re taking place today and on Thursday, covering the same
content. Find out more in a previous Mahi and Manaaki.

Note: we’ve only got updates today for Service Delivery leaders.

 

Service Delivery
Updated Emergency Housing Resolution Framework: what’s
changing
Standardising case manager calendars
Changes for CSRs and CPOs when rescheduling client
appointments
Want to know more about the quality of your team’s work?
Strength-based conversations with clients

Ministry of Social Development
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IN-CONFIDENCE

Setting the Scene
Our frontline  teams are  managing a  high volume of changes , and our regiona l and s ite  managers  a re  working hard to 
mainta in performance  across  various  a reas .

The  integra tion of hous ing into bus iness -as -usua l dropping a t the  same time as  the  bigges t changes  to the  Emergency 
Hous ing Policy was  a  big ask of our s ta ff. 

Whils t it is  important  the  change  is  implemented as  intended, we  think there  is  opportunity to support our s ta ff  to 
unders tand what is  a  complex a rea  of discre tion within the  policy and legis la tion

We are  not sure  we  have  got our guidance  in a  s imple  enough form for our people .

Externa lly, there  is  s ignificant criticism linking our policy implementa tion to an increase  in rough s leeping. 

We have  an opportunity to focus  on some areas  so tha t our se rvice  is  de livered cons is tently and e ffective ly, and we can 
dispe l the  myths  in regard to our applica tion of the  policy.

Our approach will focus  on bes t practice , procedures , and tactica l responses  to ensure  a  high-qua lity se rvice

 



 



 



IN-CONFIDENCE

Outputs with everything e lse  going on how is  this  subtle  change  bes t de livered

Comms to 
RD’s  & Site  
Managers

Esca la tion 
Pa thway for 
declines

Guidance  on 
discre tion 
and declines

Legis la tion on 
applica tions

Information 
Gathering 
Powers

Specific FOH 
tra ining

Screening and 
triage  
definition

Monitoring of 
EH 
appointments

Dealing with victims  
of Family Violence

 



IN-CONFIDENCE

Timeline
Proposed high-leve l timeline  for Phase  1

14 – 27 April 28 April – 11 May 12 – 25 May 26 May – 8 June 9 – 22 June

Commitment 
from regiona l 
leadership

Briefing from GGM to 
RD/MRH

EH Applica tions  
a t Reception

Base line  of EH applica tions Monitoring of EH applica tions

Guidance  on walk-ins Comms on walk-ins
CD & Frontline  Tra ining

Check in with RD/Site  
Manager

Same Day EH 
appointments

Base line  of EH appts Deve lop guidance Monitoring of EH appts

Resourcing planning of ISCMs (RD, MRH, S ite  
Manager) ISCM tra ining

Victims  of 
Family Violence

Update  resources  of 
information ga thering 

powers

Comms to a ll s ta ff RD, MRH, S ite  Manager Monitoring Check in with RD, MRH, 
S ite  Manager

EH Declines  
S ign-off

Update  Resolution 
Framework

Comms to s ta ff Check in with RD, MRH, 
S ite  Manager

 



 



 



 



IN-CONFIDENCE

Resolution Framework

This framework provides clear guidance for staff around; screening for EH, assessing the adequacy of current 
accommodation, understanding if a client has contributed to their EH needs, how to use the information gathering 
powers, and how to ensure that victims of family violence treated correctly. 
The Resolution Framework also includes the escalation pathway for declines when there is a household with children. 
This is to help support and inform RDs of the operational decisions that are being made by their staff.

Along with the following updated guidance, we need staff to clearly document what they have done and to follow the 
CMS process including:

• EH Event Case
• Client event note “Screening Pre- Emergency Housing”

 



 



 



 



·         Domestic violence survivors denied EH, WINZ says sleep in your car - RNZ  

Out of scope

Out of scope

 



Media responses  

Domestic violence survivors denied EH, WINZ says sleep in your car – RNZ
 
Query: Reporter Katie Todd asked us for an audio interview regarding an OIA she
received showing the number of grants vs declines for EH. We declined the interview this
morning and offered a written response, at which point she asked further questions and
raised new allegations that people fleeing domestic violence have been told no EH
because they contributed to their own situation, and that our staff have told people no
EH because they can instead sleep in their cars, or in carports. No specific examples
were provided for us to look into, but she said they came from Community Law and
other advocates.
 
Response: Please attribute to Karen Hocking, Group General Manager –
Housing
Our policy is that if someone leaves their housing due to family violence, they will not
be considered to have caused or contributed to their immediate emergency housing
need.
 
Our policy is that cars, or carports, are not adequate accommodation, even in the short
term.
 
We would be extremely concerned if someone was declined emergency housing support
for the reasons above.
 
Please let us know if you can provide any more information, so we can look into what
may have happened.
 
See more: Client has caused or contributed to their immediate need before applying for
their first Emergency Housing Grant - Map
 
Clients 'not living in any accommodation' - Map

Examples of other adequate accommodation - Map
 
Unreasonably contributing to immediate need
 
We may decline someone’s application for emergency housing if their situation is a result
of their own actions, or actions of people they are responsible for, and they were
reasonably able to predict and prevent it.
 
For example, people are generally expected to organise somewhere new to live before
they leave their existing accommodation.
If someone chooses to give up their tenancy without a good reason and without
making other arrangements, they are likely to have unreasonably contributed to their
immediate need.
 
Other examples may include if someone has to leave their accommodation because they
intentionally damaged the property, or engaged in anti-social behaviour such as violence
or theft.
 
See more: Client has caused or contributed to their immediate need while in emergency
housing - Map
 
What happens when someone comes to Work and Income and asks for housing
assistance
 
If someone asks for housing assistance, we discuss their situation with them and how
we may be able to help.
 
Emergency housing is a last resort and our first move is to look at all their other options
to avoid homelessness.
 
This could include exploring private rental options they can afford, financial support to
help them stay with family or friends, help with rent if they’re behind, help with paying
bond for a new property, help negotiating with landlords to retain a tenancy, paying
bond and rent in advance for a new place, financial assistance with moving costs, or

 

 



offering a landlord tenancy costs cover.
 
If someone who applies is eligible for a different and more suitable type of support, we
will provide that instead.
The vast majority of people (around 85%) who apply for emergency housing receive
some form of housing support.
 
This support may include the Accommodation Supplement, Bond Grant, Moving Costs
Grant, Costs (rent) in Advance Grant, a Tenancy Costs Cover Grant, or a place with a
transitional housing provider.
 
Background
 
In March 2024, Ministers announced they had directed MSD to strengthen the
verification processes for those entering emergency housing.
From August 2024 we introduced a clear, rules-based system for emergency housing
assistance to reduce the number of people in emergency housing, and support our focus
on getting people in sustainable homes.
 
First steps taken to end emergency housing | Beehive.govt.nz
Sign-off: Karen Hocking
 
   

Out of scope

 



Out of scope

 




