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WELCOME 
 

On behalf of the Trustees, Management, Co-ordinators, 
office staff and colleagues;   
 

WE WELCOME YOU 
 
We look forward to a long and mutually beneficial 
working relationship. 
 
You are the face of our Service and provide essential 
support to Clients in your community.  As a Support 
Worker you are pivotal to the quality of Service provided. 
Service is measured by the feedback and satisfaction of 
Clients. 
 
Please always leave your Clients feeling warmed by your 
visit and looking forward to your return. 
 
Read your handbook carefully.  Most of what is in your 
handbook will be covered with you at an induction.  This 
will give you opportunity to ask questions or give 
feedback. 
 
As you head off on your journey as a Support Worker you 
may have valuable suggestions to make so be sure you 
communicate these back to the office. 
 
Remember – we are here to support you. 
 
Thank you for choosing Home Support North Charitable 
Trust. 
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HOW TO CONTACT US – NORMAL OFFICE HOURS 
We respond to all txts and emails.  If you have not had a 
reply from us, please check your message was received. 
Whangarei Office – to contact: 

 Whangarei Co-ordinators  

 Co-ordinator Support Team 

 Employee Support Team 
From:  7 am to 5 pm Monday to Friday 
                                                                            
Phone:  (09) 430 2090   
0800 832 383 (outside the free calling area only) 
TXT:  027 703 0448  
Email: officewhg@homesupport.co.nz (Reception) 

       
Mid/Far North office – to contact: 

 Kerikeri Co-ordinators 

 Payroll 
8 am to 4.00 pm Monday to Friday 
Phone:   (09) 401 6657 or   
0800 729 787 (outside the Kerikeri free Calling area only) 

Fax: (09) 401 6658 
TXT: 027 441 0968 
Email: hsnwageskk@homesupport.co.nz (Payroll) 
                                                            
IF THIS IS NOT SATISFACTORY TO YOU OR YOU 
NEED TO DISCUSS THE MATTER FURTHER - 
PLEASE CONTACT  
 
Debra Peters – Operations Manager - Whangarei Office 
Sharon Lyne - Payroll Manager – Mid/Far North Office 
Or  

Leanne McLiver – Chief Executive 
Whangarei Office 

mailto:officewhg@homesupport.co.nz
mailto:hsnwageskk@homesupport.co.nz
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AFTER HOURS SUPPORT 
 
If you wish to contact the office out of normal hours, 
evenings or weekends, for non urgent enquires, please 
telephone your local office and leave a message. Your 
message will be responded to during office hours. 
 

If you have an emergency, Client seriously ill or injured, 
please dial 111.   
 

If you provide support for Clients before 8 am in the 
morning, evenings, weekends or Public Holidays and 
require urgent – after hours support please call; 

 

0800 11 22 10 
 
Free calling including cell phones.   
No txts please. 
Leave a message with the following information: 
 

Your Office (Whangarei, Mid / Far North) 
Your full name 
Your contact number 
Client(s) full name(s) 
Day(s) you won’t be able to work 
Expected time(s) of arrival 
Hours you were expected to complete 
Is this a regular shift or are you relieving? 
 
If you have not had a response to your message within 
the hour – PLEASE CALL BACK.  Your call is important 
to us. 
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Mission Statement 
 

Empowering people to remain independent in their own 
home. 

 

Philosophy 
 

Home Support North is a Service sensitive to the needs 
of persons with a disability, who wish to remain 

independent in their own home. 
 

The focus of our Service is the dignity, wholeness and 
rights of the individual. 

 

We recognise the concept of partnership and equity 
embodied in the three principals of the Treaty of 

Waitangi. 
 

Objectives 
 

1. To empower people to live independently in their own 
homes for as long as practicable. 

2. To provide a standard of Service which will be 
supportive, recognises the Client’s individual values 
and beliefs, and that will enhance quality of life. 

3. The holistic needs of the Client are acknowledged and 
appropriate referrals made. 

4. To maintain confidentiality and privacy at all times and 
to ensure a Client is always afforded dignity, respect 
and freedom of choice. 

5. To provide and maintain high quality of care through 
ongoing staff development. 

 
 
 



                                                                                  

2 SW HANDBOOK - Introduction - Eleventh Edition                               5 of 15                                 Reviewed / Approved: November 2019                                                           

INTRODUCTION TO HOME SUPPORT NORTH 

Our Service is all about allowing people to remain safely 
independent at home.   

We aim to provide the highest quality Service by 
supporting people to live at home safely.   

 We respect the dignity, wholeness and rights of the 
individual.  

 Recognition of cultural identity is an important aspect of 
our Service. 

Household Management and Personal Care are funded 
by the Disability Services Directorate of the Ministry of 
Health, District Health Boards and ACC.   All Clients are 
assessed by a Needs Assessor.   The Needs Assessor 
will decide on what kind of help is required and how 
much before Clients are referred to a home support 
provider to organise their Household Management / 
Personal care.   The Service we provide is monitored and 
audited on a regular basis. 

The following items are important to remember: 
 

 Please read your Individual Employment Agreement 
very carefully – it is full of information.  Work according 
to the terms and conditions contained within. 

 

 Read your Support Worker Handbook – this deals with 
Policies, Safety Issues, Wages & Timesheets and has 
lots of useful tips and information to assist you as a 
Support Worker.  

  
 Hours of work vary depending on your Individual 

Agreement.  Let the office know if you have too many 
or too little hours of work. 
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 The Co-ordinator leaves a Support Plan at each 
Client’s house for you to read.  Please do the hours as 
instructed by the Co-ordinator team. 

 
 Always be punctual – if you are late for your shift 

please telephone the Client and the office. 
 
 On your first visit, introduce yourself and make brief 

light conversation.  Read Support Plan, then discuss 
what you are to do.  If performing Household 
Management, ask where and what cleaning equipment 
is available.  Ask the Client how they would like the 
cleaning done. 

 
 Please work fast and efficiently and prioritise workloads 

in the time frame allowed.  (see Support Plan Section - 
Principles of Cleaning.) 

 
 Please do not discuss your personal life, problems or 

employment with Clients, nor talk about other Clients or 
Support Workers. 

 
 Staff are not provided with a uniform, but should you 

need protective coverings there are plastic aprons and 
gloves available through the office.  Your clothing must 
be practical, modest & tidy.  Remember that bleach 
and other cleaners can stain.  Appropriate footwear is 
essential (not jandals), but some Clients may prefer 
you to remove your street shoes at the door. 

 
 Make sure completed timesheets are signed by the 

Client after each week of work.  Never present a blank 
timesheet to a Client for signing. 
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 You can always phone the office if there is anything you 
need to discuss with us, or even just for support and a 
listening ear.  It is a good idea to advise us of anything 
out-of-the-ordinary with your Clients, as we write notes in 
the Client’s file and will always be able to confirm your 
story if any questions arise later. 
 

Household Management Limitations 

We are not commercial cleaners or a housekeeping 
Service, but a team of Support Workers who help to 
maintain Clients’ homes in a clean and healthy state.  We 
endeavour to compliment and enhance the support that 
Clients already receive from family, friends and 
Community Organisations.  Our Service cannot do 
everything; for example we do not clean ceilings, move 
heavy furniture or climb up ladders as these are  Health 
and Safety issues and could pose a risk or injury to you. 
The Household Management we can provide is routine 
basic housework. 

 

 

 

 

 

 

 

 

 

 

 

Notes:   

 

 

 

 

 

 

 

In consultation with the Client, Co-ordinators make ALL 
decisions around Client support.  Always notify the office if any 

changes or tasks are requested outside what has been 
identified on the Support Plan. 
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HOME SUPPORT NORTH CHARITABLE TRUST 
 

OFFICE BOUNDARIES 

Mid/Far North Office 

19 Homestead Road, 

Kerikeri 0230 

Whangarei Office 

7  First Avenue 

Whangarei  0110 

Excludes 

Hokianga 

Health area 
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Family, Friends, Doctor 
Hospital Social Worker 
Disability Resource Centre 
Elderly Monitoring Nurse 
Paediatric Needs Assessor (Children) 
 
 
 
Hours allocated by Needs Assessor 
Personal Care 
Household Management 
Also if other Services are needed  -   
i.e. District Nurse, Occupational / Speech 
Therapy 
 
 
Initial Visit is followed by Scheduled 
visits/contacts as per care level. 
Support Plan is prepared, signed by the 
Client - It is the confirmation of duties to be 
carried out by the Support Worker 

 
OUR EYES AND EARS 
Support Worker to report to Co-ordinator:- 

 Deterioration in Client’s health 

 Need for more equipment e.g. Shower 
stools, hand rails etc. 

 Client in hospital 

 Client going on holiday 

 Request for extra duties (not noted on 
Support Plan).  

 Inadequate hours (Client may need a              
re-assessment) 

 Too many hours (for tasks required) 
 

Anything of concern which may affect 
the safety of our Client and the high 
standard of support we provide. 

 

 
Prospective Client 
may be referred for 
needs assessment 
by 

 

 

 

 

Needs  
Assessor 
Contacted 

 

 

 

 

Home Support 
 Co-ordinator Visits 

Client 
 

 

 

 

 
Support Worker  

Allocated to Client 

Referral Process 
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THE CO-ORDINATOR 
All our Co-ordinators are from a nursing background. 
When a Client is referred to the Service, dependent upon 
the level of support required and/or the area they live in, 
they are assigned to a Co-ordinator who will then arrange 
and monitor that support.  After consultation with the 
Client the Co-ordinator will make all decisions regarding 
that Support.   
 
A Co-ordinator will visit and phone Clients on a regular 
basis depending on support level/need. 
 
Support Workers work with the guidance of a               
Co-ordinator. 
 
When to report to a Co-ordinator: 

 If you have any queries or need advice regarding 
Clients. 

 If the Client has increasing needs or requires less 
support. 

 If you have had a workplace injury, near miss or 
incident. 

 If you are unable to complete the tasks specified on the 
Support Plan within the allocated hours. 

 If you have been asked by the Client or their family to 
do tasks that are not specified on the Support Plan. 

 If you have identified a hazard not listed on the hazard 
identification checklist. 

 If there is a change of circumstance regarding your 
Client, hospital admissions or discharges or any other 
significant change. 

 If you are having any difficulties with Clients.  
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How can you contact a Co-ordinator: 
 
 You may contact a Co-ordinator by phone during office 

hours Monday to Friday; 
Mid Far North office:  8 am – 4 pm  
Whangarei office:  8 am to 5 pm 
Or after hours support for evenings / weekends. 

 
 Non-urgent feedback can be written on the back of 

your timesheet.  The Co-ordinators will check these 
after they come in. 

 
 If you need to speak confidentially, the information 

discussed will be handled with the utmost integrity. 
 
 We do not want you to feel burdened with Clients 

problems, talk to your Co-ordinator. 
 
 If you would like meeting with a Co-ordinator, please 

ring and make an appointment. 
 
We trust that you will always be punctual and enjoy 
working with your Client(s), leaving your Client looking 
forward to your next visit. 
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THE CO-ORDINATOR SUPPORT 

Phone:  (09) 430 2090 / 0800 832 383 
 
The Co-ordinator Support main function is to support the 
Co-ordinator.  They are responsible for all relief 
placements, changes to shifts and authorise all leave. 
 
You would phone your Co-ordinator Support if; 

 You would like to discuss changes to your roster (all 
changes must have prior approval). 

 To discuss any permanent work or relief you have been 
given. 

 Notify if you have not got enough hours to meet 
guaranteed hours. 

 Notify if you have had a cancellation and require 
replacement work. 

 If you arrive and your Client is not home. 

 Query prospective leave dates. 

 You would talk to your Co-ordinator Support if the     
Co-ordinator of the Client was not available. 
 

THE EMPLOYEE SUPPORT (EST) 
Phone:  (09) 430 2090 / 0800 832 383 
Email:  EST@homesupport.co.nz 
The Employee Support main function is to support the 
Support Worker.   
 
You would phone your Employee Support; 

 If you are sick. 

 You want to discuss or change Guaranteed Hours. 

 If you feel your Support Worker rights have been 
breached. 
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 If you would like any of our policies or procedures 
clarified. 

 When you are having difficulties with your workload. 

 For clarification on your Individual Employment 
Agreement. 

 To register your interest in training. 

 Ask about Manual Handling refresher courses. 

 You wish to resign. 
 

PAYROLL 
 
Phone: (09) 401 6657  /  0800 729 787 / 027 4080 196 
Fax: (09) 4016658 
Email: hsnwageskk@homesupport.co.nz 

 
The payroll function is there to pay your wages. 
 
You would phone your Payroll Team if; 

 You need support with the Remote Worker app. 

 You would like to know what leave you have owing. 

 You would like to query your pay. 

 You would like assistance to complete your forms. 

 You would like to know your entitlement to In Between 
Travel payments. 

 You have questions about Exceptional Travel. 

 When the next Kaitaia pick up is scheduled. 

 Would like more forms / timesheets pads posted. 
 
No query is too small.  If you notice something or have a 
query – we want to hear from you.  Our aim is to pay you 
as you are entitled. 
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Useful Contacts 
Contact Website Address – www 

ACC acc.co.nz – 09 4379500 Northland 

Age Concern ageconcern.org.nz 

Alzheimer’s New Zealand alzheimers.org.nz 0800004001 

Citizens Advice cab.org.nz  0800367222 

Diabetes diabetes.org.nz  0800342238 

Disability Resource Centre drc@northable.org.nz  0508637200 

Epilepsy New Zealand epilepsy.org.nz  0800374537 

Health & Disability Advocacy Service advocacy.hdc.org.nz  0800555050 

Healthline 0800 611 116 

Home Support North homesupport.co.nz  0800832383 

Inland Revenue ird.govt.nz 

Interpreters NDHB www.northlanddhb.org.nz or  Hospital 

(09)4304100 

Maori Resources https://www.health.govt.nz/our-

work/populations/maori-health/he-korowai-oranga or 

Hospital 09 4304100 

MOH Disability Line 0800 373 664 

MOH Senior Line 0800 725 463 

New Zealand at work employment.govt.nz  0800209020 

NZ Ministry of Health (MOH) health.govt.nz 

Pacific Island Resource NDHB District Nursing 09 4304101 ext 7952 

Treaty of Waitangi https://en.wikipedia.org/wiki/Treaty_of_Waitangi 

Worksafe New Zealand worksafe.govt.nz  0800855066 

Northable Equipment Services 09 430 0988 – northable.org.nz  0508637200 

Poisons Centre New Zealand 0800 764 766 – www.poinsons.co.nz 

Northland Information Services Tiaho – 0800 430 3406 – www.tiaho.org.nz 

DHB - NASC 09 430 4131 – nasc@northlanddhb.org.nz 

  

  

  

  

  

  

  

The above contacts may offer advice or information to 
either yourself or your Client, however, we remind you 
that you are required to contact the office with regard 
to all Client needs, requests or circumstances. 

mailto:drc@northable.org.nz
http://www.northlanddhb.org.nz/
https://www.health.govt.nz/our-work/populations/maori-health/he-korowai-oranga
https://www.health.govt.nz/our-work/populations/maori-health/he-korowai-oranga
https://en.wikipedia.org/wiki/Treaty_of_Waitangi
http://www.poinsons.co.nz/
http://www.tiaho.org.nz/
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Notes:   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

If you live in an area away from the office and would like a 
meeting with a Co-ordinator, please let them know.  They will 
make arrangements to meet with you when they are next in 

your area. 


