Review of CAB services
Summary of local board input
July - August 2017
Purpose
To provide a summary of local board input to the council led review of the Citizens Advice
Bureau (CAB) services in Auckland, following a resolution by the April 2016 Regional Strategy
and Policy Committee.

Executive Summary
The review has sought input from local boards on their relationship with the local bureaux and
Auckland Citizens Advice Bureaux Incorporated (ACABx) and the local CAB service provision.
This report provides a summary of local board feedback across the wider Auckland region and
focuses on common themes. As such, it does not include all of the matters raised in local
board resolutions. A complete list of local board input is attached below.
Local boards have provided information and views (through resolutions) on various questions
asked by the Auckland Council Community Empowerment Unit.
Questions focused around:
1. Current relationship
2. Value of the CAB service
3. Funding levels, equity and fairness – the ACAB funding model
4. Local board reporting needs
5. Local board understanding of the ACABx role
6. Aspirations for the future
Key themes when answering these questions were:
1. Most local boards have a good relationship with CABx. However, boards generally seek
a more formalised relationship to support improved two way communications.
2. There is a general agreement that the CAB provides a valuable wide-ranging service
available to all the community.
3. Local boards vary in their view of the funding model. Nevertheless, there is a clear
majority voicing the need for a fairer and more equitable model.
4. Many local boards seek improved reporting to enable better interaction and
conversations between CABx and local boards.
5. Local boards seem to understand that ACABx is the group that represents all Auckland
CABx. However, a full understanding of its function seems limited.
6. The general theme of the local board aspirations for the future was predominantly
around positive suggestions for funding, service responsiveness and reporting
improvements.
Local board input has informed the development of options for the future state as part of the
next part of review. These options were workshopped in October 2017.
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Summary of local board feedback and input
The general themes of local board views and input are summarised below. Resolutions in full
can be found attached below.

Current relationship
Most local boards have a good relationship with CABx. However, local boards generally seek a
more formalised relationship to support improved two way communications.
Funding relationship
Funding is one way the relationship between local boards and CAB offices is maintained.
Some local boards supplement the regional funding by allocating funding and local grants for
things such as technology, office furniture and accommodation. For these local boards there is
a concern that, if funding for its local CAB is reduced or if CAB accommodation costs increase,
additional pressure will be placed on locally-driven funding creating an expectation that local
boards will make up the shortfall.
Interaction between local boards and CABx
Interaction between local boards and CABx varies significantly. However, in some areas it has
diminished since the amalgamation into one Auckland Council.
Interaction is described as mainly informal and it is believed it could improve from a more
strengthened relationship.
Some local boards receive either reports (six monthly or annual) or invites to CAB Annual
General Meetings.
A few local boards also expressed the view that they would like to see local CABx have a
stronger presence within existing community networks (through community centres, houses,
churches and other community service providers) in order to raise their profile and improve
connections with the community.
Mutual support
CABx are explained to be in a good position to support the local board community by
answering questions that council can’t or isn’t best placed to respond to (such as issues
between private property owners). Regarding council questions, CABx may also be seen as
friendlier and more independent place for people to go to.
In one location the CAB participates and supports the local board in engagement processes,
such as the 2017-2020 Local Board Plan engagement. Another local board suggests that
helping with council engagement could be something to explore.
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Value of the CAB service
There is a general agreement that the CAB provides a valuable wide-ranging service to all the
community.
Value of CAB service to the local community
A majority of local boards believe that the CAB provide free quality face to face services which
are intangible and cannot be measured with tick boxes. A number of different services are
mentioned as particularly valuable:


legal advice and information on central and local government services



advice for students (in particular on student loans, budgeting, housing, employment
law)



advice for new immigrants



free services for poorer residents



guidance for women looking for privacy and safety outside of their direct community



wide ranging advice for older members of the community



support for those who have urgent unmet accommodation needs



JP services

CAB alignment with local area and local board objectives
Majority of local boards believe the community benefit from the services aligns with local board
outcomes and issues such as connected communities, employment and housing.
On the contrary one local board is concerned that central government funding is dictating and
directing the services being provided at CABx, diminishing the link to local community need.
Others are less sure about how local board objectives and CAB outputs and targets are
aligned “we just assume they fill the requirements that they have…”

Funding levels, equity and fairness – the ACABx funding model
The current funding model is a population based model. Local boards vary in their view of this
approach. Nevertheless, there is a clear majority voicing the need for a fairer and more
equitable funding model.
Funding levels
Many local boards took the opportunity to highlight that a higher level of funding is generally
required to sustain and grow CAB offices. This includes a number of local boards mentioning
that current funding is stretched to meet the demand and that there appears to be no funding
available to set up new CABx.
It is highlighted that user numbers do not reflect the actual need for the services. That is, the
needs are significant and the numbers of people coming through the doors do not give the full
picture of the complex and multiple needs involved with CAB service users.
A couple of local boards mention that they are concerned that the review is a budget cutting
exercise and instead an increase is needed to sustain the current service.
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Effectiveness of the current funding model in terms of delivering CAB services
A majority of local boards voice concern that the population based approach is unsustainable.
Reasons for this varies but seems to reflect either; the perceived need for more funding (high
demand areas) or less funding (low demand areas).
There is a general sense of unfair distribution of available funding. Comments made include:


Funding needs to be based on need and not based on population - that should be the
base of the evaluation.



The current funding model is not effective. The local board request that the model
include the area’s demographics and weigh deprivation high as a criterion.



Under the Local Board Funding policy, funding for local activities is allocated to local
board based on - Population 90%, deprivation 5% and land area 5%. This formula can
be adapted to consider weighting deprivation as a greater factor, and not population
alone.



With an ageing population (relative to the whole of Auckland) and a significantly lower
average income (relative to the whole of Auckland) equity of provision needs to take
those factors into account.



CAB on Waiheke Island serves to provide advice in a vacuum of services. On the
Auckland isthmus there are a multitude of other social and health agencies (NGOs,
churches, marae, and government services) that are available to provide advice and
services, whilst Waiheke only has a very small number of agencies/services, so
equitable provision needs to take that into account.



The number of people coming into city centre and using the service should be factored
into the funding for local CAB



We are currently being asked on behalf of local branches to provide additional funds, so
this shows equity issues with funding.



CAB may play a stronger role elsewhere in the region, which may require different levels
of funding and support.



What are the pros and cons if funding would be directly distributed by Auckland Council
to the local CABx. Or, couldn’t a more localised model of distribution funds be
developed?

A couple of local boards believe the current CAB funding model is generally effective in terms
of delivering what is required for Auckland and locally.
Factors to be considered to ensure fair and equitable service distribution across the
region
A number of suggested factors have been proposed to improve fairness and equity in relation
to the distribution of existing funding. Suggestions focus around deprivation levels,
demographics (age, migrants, ethnicity), location and usage statistics (hub for workers,
students and commuters).
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In addition there are a few calls for the governing body and/or central government to consider
allocating additional funding to meet unmet needs, ensuring the CAB can service all of
Auckland effectively.
One local board encourages Auckland Council and Auckland Citizens Advice Bureaux
(ACABx), given the rapid growth of Auckland, to develop a regional plan for Auckland Bureaux
provision to guide future assessment of and investment in local Citizens Advice Bureau
services, as there appears to be a considerable gap in planning for the future and local boards
shouldn’t be expected to fund new CAB services.

Local board reporting needs
Many local boards seek improved reporting to enable better interaction and conversations
between CABx and local boards.
There exists a general consensus for consistent annual or bi-annual reporting, with reporting
focused on easy to understand statistics and explanatory narrative.
One local board suggests they receive better information from ACABx to how its local board
plan outcomes are measured against ACABx and Auckland Council’s funding agreement. This
information could inform the local board’s future support to local CABx.
Other local boards would like to understand how CAB services may respond to Māori and
cultural perspectives (what alignment of volunteers and those seeking support in term of
culture and ethnicity may exist). Some boards were also interested in what support CABx get
locally from central government particularly related to new migrants and job seekers.

Local board understand of the ACABx role
Local boards seem to understand that ACABx as the group represents all Auckland CABx.
However, understanding seems limited and a few individual questions have been raised:


The local board has limited understanding of the role of ACABx, only that it is a regional
umbrella for distributing funding and doesn’t seem to have any other purpose.



The local board suggests that models be considered that provide direct funding from the
Auckland Council to individual CABx.

On the other hand one local board explains that they are not sure if they need to know the
ACABx role is. Another feel they just want to know that there is a strategic relationship and that
the local branches are getting what they need from ACABx.

Aspirations for the future
Local boards were asked “what would you change if you could?”. The response was
predominantly positive and a snapshot of typical comments can be found below:


The local CAB could be more integrated with the library service.



The CABs could look to improve marketing for further reach into the community and
transition further into the digital age to connect with more young people.
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Create a mechanism within the system to identify critical needs and changes to these
within the community.



More funding needed for CAB.



The bureaux need new furniture. Needs to sharpen up as they currently look tired.



More focused on getting a cultural mix through the door, but recognised that it would be
difficult to ‘manage’ who comes through the door.



The funding model to include criterion, highlighting deprivation.



The CAB report could have wider awareness from both board members and the
community. The relationship with other community groups needs to be better
understood.



There is still a general feeling that the CAB provides services for 'old people' ‐ they do
not engage with Youth and are not attractive to Youth.



The local board considers that there could be mutual advantages for the local board and
local CABx if they were regularly to share their learnings on current community issues.
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Albert-Eden Local Board Feedback on the review of CAB Services
Input to the Review of Citizens Advice Bureaux services
•
•
•
•
•

A document was tabled in support of this item.
A copy has been placed on the official minutes and is available on the Auckland Council
website as a minutes attachment.
Resolution number AE/2017/101
MOVED by Deputy Chairperson G Fryer, seconded by Member L
Corrick: That the Albert-Eden Local Board:
Approves the tabled Albert-Eden Local Board input to the Review of
Citizens Advice Bureaux services.
CARRIED
Attachment
o Albert-Eden Local Board Feedback on the Review of Citizens
Advice Bureaux Services
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Albert-Eden Local Board Feedback on the review of CAB Services
Current relationship
What is your relationship with your local CAB?
•

While the Board doesn't fund the CAB directly, it does supplement the
regional funding with local grants for things such as technology and office
furniture. However, the Board considers that if funding for its local CAB is
reduced or if CAB accommodation costs increase, additional pressure will
be placed on the Board’s locally-driven initiative funding as the Board will be
expected to make up the shortfall. It was not intended that LDI funding was to
substitute for regional funding.

•

Board members have visited the CAB informally on numerous occasions, but
would value a formal interaction with the CAB on a regular basis.

•

The CAB participates and supports the Board engagement processes,
such as the 2017-2020 Local Board Plan engagement The Board Chair also
a CAB-hosted 2017- 2020 Local Plan engagement session.

Value of the service
What is the value of your local bureau service to your community?
•

The CAB is the primary go-to hub of Albert-Eden and other for
communities for our information about a range of financial, legal and
governmental processes, including job search, small business,
employment and other human rights, citizenship and budgeting matters
and is a conduit to connect people with the right place to find out
information. The CAB provides a quality face-to-face service.

•

Importantly, the CAB fills a gap in the market for legal advice and
information on central and local government services for younger
people, woman, the elderly, migrants and other lower income people. It
provides useful advice for students (in particular on student loans,
budgeting, housing, employment law). It is worth noting that those
populations that struggle to access information online, in particular older
people and people whose first language is not English (both groups that
are well represented in our demographics), benefit most from the face-toface services offered by the CAB.

•

The vast majority of those assisted are not NZ-born. For example, more
than two thirds of those attending the Job Search and Small Business
Clinics run at the St Lukes CAB since October 2016 are from India,
the Philippines, ‘Other Asia’, Middle East, China and rest of the world.
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Is your local bureau delivering outcomes that support the local area and local
board objectives?
The CAB is a key part of delivering on the Albert-Eden Local Board Plan, in
particular the Proud, Connected and Secure Communities outcome. It is also
consistent with the Board’s enthusiastic adoption of the community-led approach to
community development.
Equity and Fairness
ACABx distribute operational funding to bureaux using a population-based funding
model based on 2013 census data. Is the current funding model effective in terms of
delivering what is required for Auckland and locally?
The current CAB funding model is generally effective in terms of delivering what is
required for Auckland and locally. Given its limited funding, it could be argued that
the CAB delivers an outstandingly cost-effective service, relying as it does on
volunteers to provide the bulk of its services.
What kind of factors should be considered in the funding of local bureaux to
ensure fair and equitable service distribution across the region?
The CAB provides a wide-ranging service to all the community and provides a key
service for new immigrants. The funding model could therefore have some weighting
with respect to the number of new immigrants but population should remain as the
key allocation criterion in line with the Local Board funding policy. Any review should
also take into account the high level of population growth enabled by the Unitary
Plan for the central isthmus area in the medium term.
The Board considers that if some areas of Auckland have unmet needs then the
Governing Body should seriously consider allocating additional funding to ACABx to
ensure the CAB can service all of Auckland effectively.
Reporting
What type of information does the board wish to receive when local bureau are
reporting?
The CAB has presented reports to the Board in the past and the Board understands
that the CAB has improved its data gathering and has committed to reporting to the
Board more regularly in the future. The Board looks forward to seeing the improved
reporting and trends which will enable more comprehensive conversations between
the CAB and the local board.
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Would you prefer that the local bureau report quarterly or six monthly to the
local board?
The board considers that an annual formal report to a Board business meeting is
sufficient for formal reporting plus 6 monthly reporting at a meeting of the CAB and
Local Board where more in-depth discussions can take place. The service is
evolving over time and needs change, but is a long-established, well-managed
branch and more frequent reporting is not considered a good use of time.
Do you understand the role of ACABx in relation to your local bureau?
Yes.

Aspirations for the future
Regarding CAB services, what is working well in your local board area?
This is outlined above. The local CAB is near a large mall and busy library so it’s
very well utilized by both local residents and people from across the region alike.
Those using its services continue to grow. For example, migrants using CAB
increased from 310 in July-December 2016 to 450 in January-June 2017.The
Chinese-speaking interviewers assisting users of the St Lukes CAB are a good
example of the way in which that Branch responds to Chinese-speaking migrants'
needs, which is important given that Albert-Eden has one of the largest populations
of Chinese-speaking migrants in Auckland.
What would you change if you could?
The CABs could look to improve marketing for further reach into the community and
build on its internet presence in order to connect with more young people.
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Devonport-Takapuna Local Board Feedback on the review of CAB
Services
Input to the review of Citizens Advice Bureaux services
Tristan Coulson, Senior Local Board Advisor was in attendance to speak to this
report. Resolution number DT/2017/193
MOVED by Member M Cohen, seconded by Member M Sheehy•.
That the Devonport-Takapuna Local Board:
• Provides the following feedback on the review of Citizens Advice Bureaux
services:
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Current relationship
What is your relationship with your local CAB?
• The local board notes that the relationship has diminished and is not as strong as
it once was. In addition, it was highlighted that the services provided appear to be
central government-centric, rather than being driven by strong iocal knowledge
and relationships.
o As a result, the local board is of the view central government should
also contribute to subsidising the CABs.
• The local board noted that there appears to a reduction in reporting from
CABs since the formation of Auckland Council.
Value of the service
What is the value of your local bureau service to your community?
• The local board appreciate and value the contributions made by the CABs, and
see them as an important social service for the community.
• The local board Is concerned that central government funding is dictating and
directing the services being provided at CABs, which is subsequently diminishing
the value of CAB services as they no longer reflect community need.
• It should be noted that the real value of CAB services is often their
privacy and discretion for cliental issues. Often people go outside their
local area to access CAB services as they feel it's a more private and
safe environment.
• The local board note that CAB services to the community are intangible
and therefore cannot be measured with tick boxes.
Is your local bureau delivering outcomes that support the local area and local
board objectives?
• The local board do not know what CABs strategic plan, outputs are
targets are. There is an assumption that they are fulfilling and meeting
the requirements
• The local board recognize that at a high-level, there is alignment between
CAB and local board plan outcomes
Equity and Fairness
What kind of factors should be considered in the funding of local bureaux to
ensure fair and equitable service distribution across the region? Effectiveness
of the current funding model. and what it delivers.
• The local board believe that the funding model should be based on need, not
population, as it cannot be assumed a larger population base means greater
reliance of need.
• The local board questions whether CAB services should only be for NZ residents
and citizens, or should it be extended for those on a temporary work visa as well.
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What type of information does the board wish to receive when local bureau are
reporting?
•
•

The local board support a mixture of reporting which details both relevant
statistics, and stories about how CAB services are making a difference in the
local area.
The local board support the CAB coming to present to the local board both data
and statistics relevant to CABs located in the local area.

Aspirations for the future
Regarding CAB services, what is working well in your local board area?
•
•
•

The local board believe that overall the CAB model is working well.
The local board supports appropriate funding for CABs based on need.
The local board supports the funding model being updated so that more
weighting is given to need of services for each local area.
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Franklin Local Board Feedback on the review of CAB Services
Input to the review of Citizens Advice Bureaux services
Resolution number FR/2017/137
MOVED by Member A Cole, seconded by Member M Bell:
That the Franklin Local Board approves the following input to the Review of Citizen's
Advice Bureaux (CAB) services:
•

•

There are currently no CAB services located in Franklin and residents
therefore need to use the Papakura CAB if they require assistance; ii. It follows
that there is not currently a relationship between CAB and Franklin Local Board,
nor any form of reporting; iii. The wide geographical spread of the Papakura CAB
needs to be taken into account in the funding model; iv. CAB services need to be
future proofed, in view of the significant growth already taking place and planned
over the next two decades, particularly at Pukekohe, Paerata and Drury;
The scope for introducing CAB services to Pukekohe should be explored and
the current funding model amended to enable the effective delivery of new
services.
CARRIED
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Henderson-Massey Local Board Feedback on the review of CAB
Services
Input to the review of Citizens Advice Bureaux services
MOVED by Chairperson S Henderson, seconded by Member M Grey.
That the Henderson-Massey Local Board:
•

Endorse attachment A as the local board's input to the Review of Citizens Advice
Bureaux services.
CARRIED

July 2017 Local Board
Workshop date
Note taker

Henderson-Massey Local Board
18 July 2017
Glenn Boyd – Local Board Service
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Current relationship
What is your relationship with your local CAB?
• Sits with individual members and local groups, not with board as a whole
• Would like to understand and acknowledge what they do.
• Extend a deputation to LB.
Value of the service
What is the value of your local bureau service to your community? Is your local
bureau delivering outcomes that support the local area and local board
objectives?
• Do feel that CAB members would have valuable insight to community trends
and emerging matters.
• Do understand is a level of way finding support provided to clients and that do
help to connect people to services.
• Would like transparency around the value of the accommodation provided.
• Governance review feedback will be held at a later date
Reporting
• With growth in service trends would like to understand CAB view on why this has
occurred?
• Improved data collection
• Changing local circumstance
• More volunteer support leading to more advice
• Would like to understand how much support is to new migrants
• Would like to understand what support CAB get locally from central government
particularly new migrant and job seekers
• Six monthly reporting
ACABX
• Would like to ensure that value is being obtained by having a coordinating group
• Do see CABx network as having a regional relationship with Auckland Council and
that funding not devolved to Local Boards.
EQUITY & FAIRNESS
• Should give consideration to funding model picking up matters of deprivation
• Do value translation services and see these be used
• Would like to understand what alignment of volunteers and those seeking support
(relating to culture and ethnicity)
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•
•
•
•

See key role as knowing and brokering - have concerns around the giving
of legal advice by volunteers who are not legally trained
Note new library /community centre at Westgate and that space for CAB to
relocate from
Massey library is included
Would like to understand how Cab services may respond to Maori and cultural
perspective
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Hibiscus and Bays Local Board Feedback on the review of CAB
Services
Input to the review of Citizens Advice Bureaux services
Resolution number HB/2017/135
MOVED by Chairperson J Parfitt, seconded by Deputy Chairperson J Fitzgerald:
That the Hibiscus and Bays Local Board:
•

Provides the following feedback on the Review of Citizens Advice Bureaux
services:
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Current relationship
What is your relationship with your local CAB?
•

The local board has a very good relationship with the two Citizen Advice
Bureaux in the local board area, Orewa and Browns Bay and understands the
role of the two local services and the additional outreach services to Rodney,
Upper Harbour and Whangaparaoa ii. the local board has assisted the local
board area Citizens Advice Bureaux with funding to support operational
equipment such as a display boards, shelving, computer equipment and a refit
of their lease areas.

Value of the service
What is the value of your local bureau service to your community?
•

The local Citizens Advice Bureaux are considered to be very valuable to the
community as they provide a wide range of services that are not otherwise
readily available and easy to source.

Is your local bureau delivering outcomes that support the local area and local
board objectives?
•

Align with local board priorities as there is no local alternatives or easy access
to the services provided ii. locally provided legal advice is limited and the local
Citizens Advice Bureaux can support people in the first instance and this is
considered a helpful service iii. local Citizens Advice Bureaux volunteers are
well trained for their roles and knowledgeable in providing information and
advice.

Is the current funding model effective in terms of delivering what is required
for Auckland and locally?
•

The local board is satisfied with the locally provided Citizens Advice
Bureaux services being provided and from a Justice of the Peace point of
view the organisation is trying to move this particular service to be more public
and centrally located rather than people having to visit Justices of the Peace
in their own homes.
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Equity and Fairness
What kind of factors should be considered in the funding of local bureaux to
ensure fair and equitable service distribution across the region?
Consider that the local Citizens Advice Bureaux should be able to:
•

Offer budgeting programmes and services which can be effective particularly
for families that are struggling on limited discretionary incomes ii. consider
more creative ways that the local Citizens Advice Bureaux could be working
in a more meaningful way to address community needs.

What type of information does the board wish to receive when local bureau are
reporting?
•

Assurance that peopie are using the service and that the variety of services
being catered for are meeting the community's needs reporting should not be
overly prescriptive and either six monthly or annually reporting is sufficient.

Would you prefer that the local bureau report quarterly or six monthly to the
local board?
•

Six monthly or annual reporting n the form of a deputation would be sufficient.

Do you understand the role of ACABx in relation to your local bureau?
•

Local Citizens Advice Bureaux should be centrally funded but report locally ii.
it is considered that the current funding approach seems inequitable iii.
it is
understood that the Auckland Citizens Advice Bureaux is a centraiised unit
however it is not ciear how democratic decision making occurs.

Aspirations for the future
Regarding CAB services, what is working well in your local board area?
What would you change if you could?
•

Need to have visible relevance of local Citizen Advice Bureaux to illustrate
how they are addressing the needs of the local community.
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Input to the Review of Citizens Advice Bureaux services
Resolution number HW/2017/157
MOVED by Chairperson D Collings, seconded by Member M
Turinsky: That the Howick Local Board:
• Approve the Howick Local Board input to the Review of
Citizens Advice Bureaux service.
CARRIED

Howick Local Board feedback on Review of CAB Services
Current relationship
What is your relationship with your local
CAB?
The board has a good relationship with the local CAB. They are an essential
part of the community. The Board Chair is invited to the Annual General
Meeting.
Value of the service
What is the value of your local bureau service to your
community?
The board value the CAB as a one-stop shop service that is informative. There
is a public perception of the CAB
Is your local bureau delivering outcomes that support the local area and local
board objectives?
The CAB is a key part of delivering on the Howick Local Board Plan, in
particular through the connected community outcome.
Equity and fairness
ACABx distribute operational funding to bureaux using a population
based funding model based on 2013 census data.
Is the current funding model effective in terms of delivering what is required
for Auckland and locally?
The current funding model is good value for spend. The board would like
to see a CAB in Howick Village and a CAB in Ormiston; however noted
under the current model,
What kind of factors should be considered in the funding of local bureaux to
ensure fair and equitable service distribution across the region?
Whilst the current model appears to be good value (as above), the board
would like to see a review of the funding model, to have fairer funding and
sees the need to bring in a geographical factor so that the funding is not
purely population based.
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Reporting
What type of information does the board wish to receive when local
bureau are reporting?
The board would like to see quick statistics on visitor numbers, age and
perhaps used as justification for funding?
Would you prefer that the local bureau report quarterly or six monthly to the local
board?
The Board considers that an annual formal report to a Board business
meeting is sufficient for formal reporting.
Do you understand the role of ACABx in relation to your local bureau? Yes, head
Aspirations for the future
Regarding CAB services, what is working well in your local board area?
This has already been answered above.
What would you change if you could?
The board would like to see the Howick Information Centre to become a CAB
and a new CAB in Ormiston Town Centre. They would like to see more
funding and improved furniture the current fumiture is very old compared to
WINZ offices.
The CABs could look to improve marketing for furtier reach into the
community and electronic interaction; however the human contact of the
CAB is very imponant and does not suit websites.
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Input to the review of Citizens Advice Bureaux services
Resolution number KT/2017/117
MOVED by Member P Gillon, seconded by Member A Smithson
That the Kaipätiki Local Board:
 provides the following feedback regarding the provision of Citizen Advice
Bureaux (CAB) services in the local board area:
o the face-to-face services provided by CAB branches are invaluable
to a large number of residents, particularly in relation to private or
confidential matters;
o the volunteer and paid staff supporting CAB services in the local
board area are friendly, approachable and professional in the
assistance and advice they provide customers
o local board recognises that CABs may play a stronger role
elsewhere in the region when compared with Kaipatiki, which
may require different levels of funding and support provided to
CABs across the region;
o the local board believes that engagement with local CABs through
Community Forum has worked well historically, and feels that the
existing frequency and manner in which engagement between the local
board and CABs is undertaken works well;
o the local board would like to see local CABs have a stronger presence
within and with Kaipatiki community centres and houses, as it is
unclear what relationship currently exists between the local CAB
branches and Kaipatiki community centres and houses; and
o the local board would like to see local CABs conduct more outreach
in the community via existing community networks (through
community centres, houses. churches and other community service
providers) in order to raise their profile and improve connections with
the community.
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Māngere-Ōtāhuhu Local Board Feedback on the review of CAB
Services
Input to the review of Citizens Advice Bureaux services
The local board's feedback is attached to the back of the minutes.
Resolution number MO/2017/153
MOVED by Chairperson L Sosene, seconded by Member C Elliott
That the Māngere-Ōtāhuhu Local Board approve the local board's input to the review
of Citizens Advice Bureaux services as circulated and tabled at the meeting.
CARRIED
Local board

Māngere-Ōtāhuhu Local Board

Workshop date

Wednesday 26 July 2017

Note takers

Local board services/Arts, Community and Events

General:
The Māngere-Ōtāhuhu Local Board would like the opportunity to verbally
present its position at the Environment and Community Committee meeting
when this matter is being heard.
Current relationship
What is your relationship with your local CAB?







Two Māngere-Ōtāhuhu local board members are volunteers as
Justice of the Peace agents at Māngere CAB The relationship with the
local board and this CAB is very close and cooperative, a collegial
relationship.
The board has funded the Māngere and Ōtāhuhu CAB agencies previously
$26,000 and $12,000 respective (2015/2016).
The board have also funded the Māngere CAB for the ongoing provision of
CAB agency services to the community of Ōtāhuhu in the 2015/16,
2016/17, and again made this commitment for 2017/2018 financial year.
Ongoing operational funding of $26,000 will be required every year for this
CAB for services to the Ōtāhuhu area.
The board approved a new multi-premises lease to ACAB in August
2016 for local Mängere and Ōtāhuhu CAB services.
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Value of the service
What is the value of your local bureau service to your community?









The local CAB volunteers are marvellous. They provide 'day to day'
guidance to their customers including legal information, budgeting and
immigration advice, and customer referrals to local foodbanks and other
social services.
The volunteers are knowledgeable and experienced, and knowing when
to refer people to specialist services like, the law office.
The local CAB benefits from having a number of Pasifika volunteers who
can communicate with Pasifika customers in their native language.
The Māngere CAB is a very busy service. For people new to the
area this service is considered a point of entry into the local community.
Customers with multiple queries have found it useful in accessing support
in one location.
The local CABs are vital and connecting customers to other services i.e.
foodbanks, is important, having local CABs near town centres is an
advantage and are easily accessible for CAB users.

Is your local bureau delivering outcomes that support the local area and local
board objectives?


The board members speak highly of the services provided in the local
CABs.



The experience, knowledge professionalism of the volunteers, and the
care for its customers are characteristics linked to the local CABs



The board disagree with ACAB not funding the Mangere and Ōtāhuhu
CAB's budgetary advice. The board request ACAB to reverse this decision,
and commence funding the CAB's in Mangere and Ōtāhuhu , as a matter of
urgency. This service is vital, as affordability concerns for basic needs, like
accommodation, transport, and health is sometimes compromised due to
low income and compounded by the lack of budgeting skills.



Typically the cases handled by the Māngere CAB services are for multiple
queries, with schools, social welfare, education and compounded
sometimes with interpreting these concerns when English for customers is a
second language. For that reason visitor/ entry through the door numbers
do not reflect the actual need for the services. That is, the needs are
significant and the numbers of people coming through the doors do not give
the full picture of the complex and multiple needs involved with CAB service
users.
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Equity and Fairness
What kind of factors should be considered in the funding of local bureaux to
ensure fair and equitable service distribution across the region?


Deprivation
o The board request that deprivation is given more weight as a criterion
when allocating funds to CABs in the region. The current funding model
fails to reflect the diverse needs and low socio-economic factors in the
local area when compared to other communities across the Auckland
region.



The following criteria should be included:
o Transport provision — include public transport ii. affordability — home
ownership
o NZ index decile rating iv. Negative health indicators i.e. obesity rates
o Online and communication accessibility
o Volunteers that can communicate in more than one language
o Housing NZ development in the local area



Growth and development
o Housing NZ development is increasing in the local area. A
need for social, community services, efficient and affordable
public services for a growing low income and beneficiary
reliant population is required.
o The Ōtāhuhu -Middlemore Spatial priority area has led to
investment for development of major transport hub in
Ōtāhuhu and town centre improvements. And predictions
are that there is significant residential growth now and in the
years ahead.
o The Māngere-Ōtāhuhu area is also where people transit
through — airport, and a high rental community.

Is the current fundinq model effective in terms of delivering what is
required for Auckland and locallv?






The current funding model is not effective. The board request that
the model include the area's demographics and weigh deprivation
high as a criterion.
Under the Local Board Funding policy, funding for local activities is
allocated to board based on — Population 90%, deprivation 5% and
land area 5%. This formula can be adapted to consider weighting
deprivation as a greater factor, and not population alone.
That the board prefers sustainable funding models and for services
offered by
Māngere CAB to be fully funded under the ACABx — council
funding arrangement
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What type of information does the board wish to receive when local bureau are
reporting?




The board resolved to encourage Auckland Council and Auckland Citizens'
Advice Bureaux (ACABx), given the rapid growth of Auckland, to develop a
regional plan for Auckland Bureaux provision to guide future assessment of
and investment in local Citizens Advice Bureau services, as there appears to
be a considerable gap in planning for the future and local boards shouldn't be
expected to fund new CAB services.
The board would like to receive better information from ACAB to how its local
board plan outcomes are measured against ACAB and Auckland Council's
funding agreement. This information will inform the board's future support to
local CABs.

Would you prefer that the local bureau report quarterly or six monthly to the
local board?




The board will accept six-monthly reports including the following: how the
board's support has contributed to the local board plan outcomes, customer
numbers and the services they access. Providing data analysis highlighting
trends and recommendations is also welcomed by the board. The analysis
should be easy to understand at a glance.
The board have not received regular and sufficient information to properly
inform its support and governance role to the local CAB in particular Ōtāhuhu
. The board would welcome this information.

Do you understand the role of ACABx in relation to your local bureau?






The board has worked hard to help resolve tension between ACAB
and Mangere CAB. The board has expressed its support for local
CABs, and seek to resolve this matter and continue its successful
operations
The board has limited understanding to ACAB's role, only that it is
a regional umbrella for distributing funding and doesn't seem to
have any other purpose. ACAB does not have a plan for more
equitable distribution of funding or for funding to respond to
Auckland's growth and diversity. The board question if ACAB is the
best funding distribution model.
The board would like to ask what are the pros and cons if funding
is directly distributed by Auckland Council to the local CABs. Or,
couldn't a more localised model of distribution funds be developed
— incorporating the formula and criterion in

Aspirations for the future
Regarding CAB services, what is working well in your local board area?


Be interesting to understand the ethnicity of the volunteers in the local CAB.
Seems to be well representative of the local community
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CAB a great stepping stone for the local community- a great confidence
booster for the community
The funding model to include criterion noted in # 3 highlighting
deprivation
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Manurewa Local Board Feedback on the review of CAB Services
Input to the review of Citizens Advice Bureaux services
Resolution number MR/2017/150
MOVED by Chairperson A Dalton, seconded by Member S
Cattle: That the Manurewa Local Board:
Approve the Manurewa Local Board input to the Review of Citizens Advice
Bureaux (CAB) services as follows:

Current relationship
The relationship between Manurewa CAB and the Manurewa local boards is
positive. The relationship is reflected in the following ways:
The CAB meets on a monthly basis with a board member. This time is used to
discuss the relationship with the board and any emerging issues. The CAB
manager attends the Manurewa Local Board business meeting on a monthly
basis. The CAB attends the weekly homelessness meetings and has made a
considerable contribution to this forum. Anecdotally individual board members
receive positive feedback from users of the CAB service.
Value of the service


The monitoring figures provided by Manurewa CAB reflect the immense and
essential value of the service provided. The board acknowledges the great
work of the CAB manager in achieving this. The CAB is doing the best it can
with the resources available to deliver outcomes that support the local area
and local board objectives. If the funding model worked more effectively the
local bureau would be able to serve more need.

Equity and Fairness


Equity and Fairness: the current funding model is not effective in terms of
delivering what is required for Auckland and locally. The funding model does
not use up to date data. The board queried if ACABx receives funding from
sources other than Auckland Council. The kinds of factors that should be
considered in the funding of local bureaux to ensure fair and equitable service
distribution across Auckland Council should include:



deprivation statistics, population data, using most up to date census data
ethnicity demographics — this recognises there are members of the
community that may need to use the service more than others, diversity of
languages, accessibility, range of services provided, number of sites - the
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Manurewa CAB wants to extend its service out to Clendon and the board
recognises some areas require more than one CAB, age demographics.

Reporting: the types of information the board would like to receive when the
Manurewa CAB is reporting includes:


Content that would assist the local board with decision making around
policy, grants, planning any advocacy the CAB finds itself having to
undertake
 more detail about emerging trends
 budgeting services and how often the CAB is directing people for food
parcels as it is a missing link for the board in its planning — the information
could be broken down and provide more detail
 legal services enquiries as there is scope to link in with other services
more
Currently monitoring information is provided to the link local board member who in
turn shares with the local board and Local Board Services staff. There is a
desire for the CAB to report to the whole board more frequently, potentially on a
6 monthly basis both informally at workshops and formally at business meetings






The role of Auckland CABx In relation to the local bureau: the board
understands ACABx distributes funding to local CABs. Each CAB has its own
committee and chair, set out nationally, and the ACABx brings all the chairs
together once a month. The board noted it is unsure of the value of
ACABx distributing funding. ACABx is the governing group for Auckland
CABs and there is a relationship between the national CABx and ACABx.
Aspirations for the future: the board noted the following as working well in
the local area: the CAB relationship with the local board is very effective,
the enthusiasm of the CAB staff is commendable and the manager goes
above and beyond the job description
o Manurewa CAB has aspirations to set up a satellite in Clendon as
people from Clendon are not coming to Manurewa and is looking at
temporary premises in Clendon that would enable it to establish need.
with the option of using the Clendon library space now being
investigated.
The board noted the following as potential areas for change:
o there is scope for the local board to help more with building
modification and maintenance. For example, one issue is disability
access to the meeting rooms. Wheelchair users do not have access to
the inside of the office so meetings are held in the corridor. As an
Auckland Council premise this modification should be recognised by
Auckland Council within an appropriate renewals plan. There is also
scope for increased involvement of the library foiiowing the Libraries
Reshape
o as a result of rough sleepers using the access lobby into the CAB an
Increased level of cleaning was required. While this is now cleaned
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every morning the library lobby and foyer do need to be cleaned more
regularly. The lack of cleanliness does not generate a sense of pride
o here could be further exploration of the CAB's role in supporting
young people. Manurewa has a young population compared to the
rest of Auckland. While young people often know what they need in
terms of support, they don't necessarily know where to access it.
The CAB already has some younger volunteers and some of the
consultation for a youth space has involved the CAB - from a service
provision perspective. The CAB could also test if the space and
service is/feels youth friendly
o board noted that the Manurewa Marae has a philosophy that spaces
are provided where all generations can interact — there is the
potential for the CAB to link with the Manurewa Youth Council and
the marae to explore this further
o recognition needs to be given to future demand and future proofing —
this needs to be reflected in the budgeting and planning of the CAB and
might include exploring its model of delivery, reflecting on the use of
online services, and improvement of IT systems noting IT support is
independent of the council and impacts on the hours of work.
CARRIED
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Input to the Review of Citizens Advice Bureaux Services
Resolution number MT/2017/123
MOVED by Member B Diver, seconded by Member A
Verrall: That the Maungakiekie-Tämaki Local Board:

•

confirm it has a good relationship with the local CAB offices in the local
board area and note that their presence and contributions in the local
board area is highly valued;

•

note that the services CABs deliver complement and do not duplicate
the services that Council and other agencies deliver in the community
and further notes that all of these services do contribute collectively to the
high level community outcomes in our local board plan;

•

is supportive of the review and welcome a regional funding model that is
based not just on population but is also tailored according to the
need/demand for services in different communities;

•

welcome reporting from CAB under any future model so that there is more
sharing of information about the issues and trends in the community in order
to continuously inform the work of Council and other partners as well as
providing us with understanding of the needs of the local CAB offices;

•

encourage the review to look at what resources within the funding model, if
any, may need to be targeted towards supporting Mäori outcomes and
Mäori in general;

•

encourage the review to look at the evolving needs of our diverse
communities and ensure CAB services are responsive to any
particular needs such that those of new migrants.

CARRIED
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Input to the Review of Citizens Advice Bureaux services
Resolution number OR/2017/159
MOVED by Chairman C Davis, seconded by Member D Wong:
That the Öräkei Local Board:
• note that it would like a stronger relationship and more formal
interaction with the Remuera/Eastern Bays Citizens Advice Bureau
on a regular basis, noting the Strategic Relationship Agreement
between Auckland Council and Auckland Citizens Advice Bureaux
requires the Citizens Advice Bureau to report to the Board quarterly
on service usage and other matters of interest and to present
annually to a Board meeting relating specifically to the Citizens
Advice Bureau at 4 Victoria Avenue, Remuera.
• request information about the visitor trends and statistics for the
Remuera/Eastern Bays Citizens Advice Bureau, including a
monthly breakdown, and cumulative reporting on:
• enquires by way of method of contact, enquiry type and ethnicity ii.
the number of local residents using the service the number of
visitors for the Justice of the Peace service.
• request that the RemueralEastern Bays Citizens Advice Bureau
provide quarterly reports to the Board which would be discussed
at a quarterly meeting between the Remuera/Eastern Bays Citizens
Advice Bureau and the Board.
CARRIED
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Input to the Review of Citizens Advice Bureaux services
Resolution number OP/2017/133
MOVED by Member M Gush, seconded by Deputy Chairperson R
Robertson:
That the Ötara-Papatoetoe Local Board approve Attachment A to the report
which is the local board's input to the review of Citizens Advice Bureaux
services.
CARRIED
1. Current Relationship

•

What is your relationship with your local CAB?
Response: Ōtara‐Papatoetoe Local Board makes decisions about leases of
buildings occupied by Papatoetoe CAB and Ōtara CAB, and occasionally
receives applications from these CABs for community grants.
The local board is interested in CAB activities, but has no direct relationship
with them. Otara CAB sends the board an annual report of their activities
and sends some local board members monthly activity reports. Nothing is
received from Papatoetoe CAB.

2. Value of the service
•

What is the value of your local bureau service to your community?
Response: The board receives insufficient information from CABs to
answer this question fully. Local board members know local
communities value some CAB services, including consumer clinics,
information brochures on various topics, radio talks, JP services, and
day to day walk in advice. The board supports continued delivery of
these services by CABs, which provide a safe and friendly atmosphere
to convey information.

•

Is your local bureau delivering outcomes that support the local area and
local board objectives?
Response: Board members are aware that some services provided by
CABs align with and support local board plan outcomes.
Otara CAB sends the board an annual report of their activities, but the
report is not specifically tailored to Ōtara‐Papatoetoe Local Board plan
outcomes (and is not required to be) so it is difficult to comment on what
extent their activities deliver or reflect the board's priorities. There
should be a standard template or formal reporting process. Regular
reports would be valuable to enable the board to monitor current issues
in the local board area.
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There is still a general feeling that the CAB provides services for 'old
people' ‐ they do not engage with Youth and are not attractive to Youth.
Our board area has 3 times as many people under 15 years of age as
there are people over 65, so the CAB service is perceived to have a
narrow focus and reach into our community. Engaging with the wider
community would be one of my suggestions for improvement ‐
especially with Youth.
3. Equity and fairness
• Is the current funding model effective in terms of delivering what is required
for Auckland and locally?
Response: The board does not have enough information to be sure.
Board members think that current funding is stretched to meet the
demand. There appears to be no funding available to set up new
CABs, as highlighted by Māngere‐Ōtāhuhu Local Board.

•

4.

What kind of factors should be considered in the funding of local bureaux to
ensure fair and equitable service distribution across the region?
Response: Population funding is not working nor is it equitable. Ōtara‐
Papatoetoe Local Board does not support population as the only basis
for funding. Other considerations should go into funding decisions,
such as relative deprivation, and local demand for service. Demand
from new immigrants needs to be specially considered, as this may be
additional to demand indicated by population numbers and deprivation
statistics.
Reporting

•

What type of information does the board wish to receive when local bureau
are reporting?
Response: Information on the number of people applying for different
kinds of services and a breakdown of service use.

•

Would you prefer that the local bureau report quarterly or six monthly to the
local board? Response: Six monthly.

5.

ACABx

•

Do you understand the role of ACABx in relation to your local bureau?
Response: The board understands that ACAB distributes Auckland
Council funding to CABs in Auckland. The board is not aware of any
other activities carried out by ACAB. The board questions whether
ACAB is needed, and supports a review. The board suggests that
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models be considered that provide direct funding from the Auckland
Council to individual CABs.
6.

Aspirations for the future

•

Regarding CAB services, what is working well in your local board area?
Response: The board does not have enough information to be sure.
The services mentioned under question 2 address some clear
community needs, and appear to be delivered satisfactorily. However,
the board had no reason to believe that the Papatoetoe CAB had
problems before its closure in 2016, which illustrates the lack of
information available to the board.

•

What would you change if you could?
Response: The board would like greater engagement with its local
CABs. The closure of the Papatoetoe CAB in 2016 occurred without
any engagement with OPLB, and the board would like to be kept
informed of events such as this, as well as routine information about
CAB activities. The board considers that there could be mutual
advantages for the board and local CABs if they were regularly to
share their learnings on current community issues.

37

Input to the Review of Citizens Advice Bureaux Services
Resolution number PPK/2017/160
MOVED by Member MV Turneri seconded by Member W McEntee:
That the Papakura Local Board:

•

Approve the Papakura Local Board input to the Review of Citizens Advice
Bureaux (CAB) services as follows:
o Current relationship: the relationship between the Papakura CAB and
the Papakura Local Board is strong, vibrant and apolitical.
o Value of the service: the board sees the service delivered by the CAB
as an extremely valuable one. The Papakura CAB receives $78,000
annually but provides far more value than what they are funded for.
The statistics show that 15,000 residents are positively benefitting
from the services delivered. The board views the CAB as an integral
part of the available support services in the area. They also contribute
to the locat board's delivery on the Papakura Local Board Plan.
o The local board also recognise that as there is no such service in
Franklin that the Papakura CAB receives a significant number of
enquiries from that area. This wide geographical spread needs to be
taken into account in the funding model and the development of new
services.
o The Papakura CAB is supporting the delivery of the local board plan
and annual agreement objectives. The local board is also supporting
the CAB through regular contact.
o Equity and fairness: the current funding model is not seen as effective
in terms of delivering what is required for Auckland and locally. The
deprivation and growth of an area should be considered when
determining a funding model. Working to the 2013 Census is now over
four years out of date and not addressing the geographical coverage
of providing a service to Franklin residents does not match reality.
Other factors that should be considered in the funding of local bureaux
are:
 population data such as ethnicity demographics as this can
impact on the range of services such as high percentage of
young people, refugees.
 number of volunteers, opening hours, building and assets
(utility expenses).
 future proofing in terms of population growth in area where
urban development is taking place eg. Takanini, Karaka and
Drury.
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o

Reporting: the local board has a good relationship with the CAB and
at least once a year they attend a local board workshop where
statistical information is disseminated. Extending this arrangement to
twice a year is being explored. The information found useful includes
the range of emerging trends and issues; services that could be
provided if funds were available.

o

Role ofACABx: There is a lack of clarity about the role other than an
umbrella funding body and that the CAB Chairs attend a monthly
meeting. It is understood that ACABx funded by Auckland Council and
distributes some of these funds to local CAB's and also deals with
funding administration and annual reporting

o

Aspirations for the future: the board noted that the following is working
well in the local area:
 The legal, counselling and Justice of the Peace clinics are well
received by the community.
 The volunteers are from all walks of life and able to relate well
with Papakura's population. They are dedicated and
enthusiastic.

o

the board noted the following as potential areas for change:
 There is scope to further improve the social services provided
for to help and address issues like homelessness and alcohol
misuse in the Papakura and potentially the wider Auckland
region.
 Would there be a need for a CAB in Pukekohe to further build
out and improve access to the CAB services in the South.
CARRIED
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Input to the review of Citizens Advice Bureaux services
Ben-hanan Moimoi, Local Board Advisor, spoke to this item.
Member S Kaushal declared an interest in this item and took no part in the
discussion or voting on the matter.
Resolution number PKTPP/2017/146
MOVED by Member A-M Coury, seconded by Member E Kumar:
That the Puketäpapa Local Board:



Provide the attached feedback to the review of Citizens Advice Bureaux
services.
Thank officer, Ben-hanan Moimoi, for his attendance.
CARRIED

Attachments
A 20170817 Puketäpapa Local Board Item 24 Input to the review of Citizens Advice
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Input to the Review of Citizens Advice Bureaux services
Resolution number RD/2017/136
MOVED by Member B Bailey, seconded by Deputy Chairperson P Pirrie:
That the Rodney Local Board:


provide the following feedback on the Review of Citizens Advice Bureaux
services:
o supports the work that Citizens Advice Bureaux (CABx) do in the
community, particularly in Wellsford and Helensville where the Bureaux
in Rodney are based.
o notes that Rodney has a large population of commuters who may find it
more convenient to use CABx services in other areas and it is possible
that many Rodney residents are making use of CABx in areas other
than Wellsford and Helensville.
o notes that Wellsford has a small CAB service staffed by volunteers and
considers that this is likely to limit the delivery of services in this area.
o supports the Auckland Citizens Advice Bureaux Inc undertaking an
internal review of their governance model with individual CABx, noting
that the CABx in Rodney feel disenfranchised and disconnected from
governance decisions and that there is a lack of communication
between CABx on governance issues.
o supports Auckland Council increasing the amount of promotion it does
for CABx and the funding council providers, especially as the
population of Rodney is rapidly increasing and the potential need for
the CABx services increases.
o considers that funding CABx based on economic deprivation alone is a
blunt instrument and that the model needs to take into account
geographic isolation as well, as economic deprivation does not
consider the high costs of living, particularly in rural areas that lack
public transport of other social infrastructure close to where people live.
o supports a review of the Auckland Council funding model for CABx to
ensure that it properly assesses the needs of the community and what
other services may be available in a local area and not just the
economic status of the area.
o supports the co-location of CABx services with other council services,
such as libraries, noting that many of the issues local librarians are
asked (such as broadband access) are best dealt with by the CABx
and the colocation of services is more cost effective than operating
out of separate or commercial premises.
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o supports a specific model for CABx services in rural areas being
investigated and trialled jn the Rodney Local Board area, noting that
there are substantial differences between CABx offered in urban
areas compared to rural areas and a one size fits all approach for
funding of supporting CABx is not the best method of delivering these
services to rural communities.
o does not require local CABx to regularly report on their activities to the
local board, and notes that while individual local board members
maintain an ongoing relationship with CABx staff formal reporting
should be via council officers and the Auckland Community Advice
Bureaux Inc.
CARRIED
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Input to the review of Citizens Advice Bureaux services
Resolution number UH/2017/125
MOVED by Chairperson L Whyte, seconded by Member N Mayne.
That the Upper Harbour Local Board:
• provide the following input to the review of Citizens Advice Bureaux
services:
o there is merit in being able to speak to someone face-to-face in one
particular location, particularly in relation to private or confidential
matters, and especially when technology is not available or the use
thereof is not a particular strength.
o there is no one-size-fits-all solution, the local board recognises
that, when compared with Upper Harbour, the CAB may play a
stronger role elsewhere in the region, which may require different
levels of funding and support
o there is a degree of overlap with services provided within Auckland
libraries and it may be prudent to investigate the expansion
these services as an alternative.
o it is unclear as to exactly what the services provided in the Upper
Harbour area are and what the direct benefit to the community is.
o factors considered for funding the CAB should be dependent on
actual reportable beneficial outcomes for the Upper Harbour
community.
o the local board wishes to receive more evidenced-based reporting
from the CAB, covering off aspects such as which services are
primarily requested, demographics of those utilising the services, etc.
o six-monthly reporting from the CAB is adequate. but should be
provided holistically in conjunction with neighbouring local boards.
CARRIED
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Input to the Review of Citizens Advice Bureaux services
Resolution number WHK/2017/121
MOVED by Chairperson P Walden, seconded by Deputy Chairperson C Handley:
That the Waiheke Local Board:

•

approve member J Meeuwsen to provide input on behalf of the Waiheke
Local Board to the Review of Citizens Advice Bureaux services by 18 August
2017
CARRIED

Waiheke Local Board Feedback on the review of CAB Services
The board is concerned that the review is a budget cutting exercise and instead an
increase is needed to sustain the current service. The local CAB serves many of our
more vulnerable and Waiheke needs to retain this frontline service.
Current relationship
What is your relationship with your local CAB?
The Board has a positive relationship with the local CAB in a proactive role. They
receive a six monthly/annual report.
Value of the service
What is the value of your local bureau service to your community?
The board see the present CAB system as very good and essential that it is retained.
It is meeting a significant need that is not being met elsewhere and needs to be
flexible enough to meet Waiheke's needs.
The local CAB is very busy particularly with older members of the community who
have a wide range of needs. There is an absence of care facilities, social housing
and affordable housing on Waiheke Island as well as a chronic shortage of
permanent rentals. CAB is often the first port of call for those who have urgent unmet
accommodation needs. Additionally, the CAB assists members of the community
with a variety of issues including employment contracts (e.g. foreign
workers/payments), employment advice (bullying, exploitation) and accommodation
issues. These relate to the high level of seasonal work and the significant hospitality
industry on Waiheke Island.
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Equity and Fairness
The bureau is funded on a population basis what would you like to see in
terms of responsiveness to social issues in your community and how the
bureau is funded?
Waiheke is isolated from other Auckland CAB offices so can't amalgamate.
With an ageing population (relative to the whole of Auckland) and a significantly
lower average income (relative to the whole of Auckland) equity of provision needs to
take those factors into account. Moreover, CAB on Waiheke Island serves to provide
advice in a vacuum of services. On the Auckland isthmus there are a multitude of
other social and health agencies (NGOs, churches, marae, and government
services) that are available to provide advice and services, whilst Waiheke only has
a very small number of agencies/servcies, so equitable provision needs to take that
into account.
For these reasons CAB funding is needed on a by-site basis rather than by a strictly
per capita basis as fair baseline funding is required to continue operations.
Auckland Citizen Advice Bureau ACABx
What is your understanding of ACABx role?
ACABx has explained its role to some members of the Local Board and it is clear
that there is some central coordination, support, advocacy and
reporting/policy/quality control role required.
Aspirations for the future
What would you change if you could?
Board members are not aware of any issues and welcome open dialogue if there are
any. A greater understanding of the Council contract funding obligations would be
useful.
The CAB report could have wider awareness from both board members and the
community. The relationship with other community groups needs to be better
understood.
Note: Waiheke hosts more than 1 million visitors per annum and there is a significant
gap in the provision of visitor information in the main village, Oneroa. Because of the
high profile central location of the local CAB it is frequently asked to provide this
service to visitors informally. The local board would be keen to see a diversified
funding model explored across Council to formalise the existing CAB to include a
visitor service and therefore to support its viability going forward as CAB is an
essential service.
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Input to the Review of Citizens Advice Bureaux services
Resolution number WTKJ2017/97
MOVED by Member N Henderson, seconded by Member S Tollestrup: That the
Waitäkere Ranges Local Board:

•

provide feedback to the review of Citizens Advice Bureaux services:
Existing relationship between the local board of CAB office
o Two local board members provide direct support — one for Justice of
the Peace services and one Legal assistance.
o There has been minimal contact a present, however the three WEST
LB
Chairs recently met with CAB Leads from across cluster — this was
useful.
o Note that previously had Chairs invited to CAB ACM's.
o The local board would like to have more contact in future as they
provide important services, part of social infrastructure, they have on
the grand insight to local needs and pressures faced.
Value of Service

•

•
•
•

Is on average around $1.40 per year per ratepayer to maintain service and
each enquiry cost to Auckland Council is only $6 — great value for money.
CAB are very responsive to individual need and assisting with capacity
building of individuals to access other services and to improve personal
understanding/knowledge.
CAB contribute significantly to social capital of area.
The model enhances the opportunity for self help.
CAB is an accessible and supportive avenue for those wishing to help via
volunteering.

Reporting

•
•
•
•

Useful to have high level understanding of budget allocations.
Would like to understand levels of volunteerism more.
Like local office insight to trends and areas of local service demands.
Invite local CAB to annual workshop and 6 monthly Chair Clusters.

Funding and Equity

•
•
•

Do need to look at aspect of demand (this may relate to deprivation) and have
opportunity to someway top up on this if funding would make a difference.
Each CAB needs to be funded at level to support the required staffing
Do look to maintain levels of funding as a base for each CAB space with them
consideration to what top up financially maybe purposeful.
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•
•
•

Do agree CAB provide incredibly important service and continue support.
Keep as a regionally funded programme.
Note that CAB are repositioning of community information and who's who and
what's where.
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Input to the Review of Citizens Advice Bureaux services
Resolution number WTW2017/164
MOVED by Chairperson P Coom, seconded by Member R Northey That the
Waltematä Local Board'

a)

receive the Input to the Review of Citizens Advice Bureaux services report and
provide any comment by 18 August 2017.

b)

endorse the board's feedback on the Review of Citizens Advice Bureaux as
outlined in Attachment A.
CARRIED

Workshop Notes
Questions for local board input – Review of CAB Services

1. Current relationship
• What is your relationship with your local CAB?

We’ve had a very close relationship with the branches through the Community
portfolio over the last two terms, which included site visits and regular
communication, but not that much visibility for rest of the board. We have identified
the need to take our good working relationship with local CAB to a more strategic
relationship with ACABx.
In the past we have assisted with lease issues in Grey Lynn, provision of adequate
space in the Central Library and local CABs have received community grants.
Overall we have a positive relationship with our local CAB but they appear to be
operating
self-sufficiently.
51

2. Value of the service

2a. What is the value of your local bureau service to your community?
2b. Is your local bureau delivering outcomes that support the local area and
local board objectives?
The central branch serves a broad community of visitors to the city centre and local
residents; it is more like a regional service, while Grey Lynn is locally focused.
Non-Aucklanders, in particular overseas students, need and use the central CAB for
information about services and issues that are external to their studies and relate to
Auckland
and New Zealand generally. It is vital for Auckland's reputation and duty of care that
an adequate and sustainable long-term base for the Central CAB is provided.
The board also observed that there is a need for clarity around the potential overlap
between
the services offered by community law services, counselling services at universities
and CABs.
CABs support the community by connecting people to services and information (thus
avoiding social isolation), addressing tenancy and homelessness issues. Often they
are filling a gap caused by central government funding cuts.
The board is aware of cases where CAB offered legal support to victims of family
violence or sexual abuse, this is seen as a very valued service.
We consider the local bureau to be delivering outcomes that support Waitematā and
local board objectives.
1. Equity and fairness

3a. Is the current funding model effective in terms of delivering what is
required for Auckland and locally?
The current funding model appears to be effective to a point but doesn’t take into
account accommodation requirements in the city centre or the higher burden placed
on CAB services due to a rapidly increasing population.
Funding needs to be directed at adequate and suitable spaces/facilities with
provision of sufficient funds to cover capital expenditure. For example, furniture and
shelving cost have
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been requested from the board via grants, but should be planned for by ACABx. The
board
would like to know what the expectation of the local board in this space is.
It is also considered inequitable that the service is funded on population for central
CAB, as the City Centre receives 130k people per day which are not resident
ratepayers
.
3b. What kind of factors should be considered in the funding of local bureaux
to
ensure fair and equitable service distribution across the region?
The number of people coming into city centre and using the service should be
factored into the funding for local CAB
3. Reporting

4a. What type of information does the board wish to receive when
local bureau are reporting?
4b. Would you prefer that the local bureau report quarterly or six
monthly to the local board?
The board would like to receive numbers and statistics. They would also
like to know if there are community outcomes/KPIs in the funding
agreement and what does Council get for its
$1.4m investment.
We would like CAB to report annually in person to the local board,
similar to the reporting received BIDs.
4. ACABx
• Do you understand the role of ACABx in relation to your local bureau?

No, we don’t, but we are unsure that we need to.
We are currently being asked on behalf of local branches to provide
additional funds, so this shows equity issues with funding.
We just want to know that there is a strategic relationship and view and that the
local
branches are getting what they need from ACABx.
The board understands that the volunteer training is really robust and that
the work force is in general a part time paid manager, but offices run full
time with volunteers.
53

5. Aspirations for the future

6a. Regarding CAB services, what is working well in your local
board area x 6b. What would you change if you could?
It is a mature organisation providing an essential service. They are a wellestablished service, easy to access in Waitematā. People want to volunteer
for them as CAB has a reputation for providing great training.
We would like to support the central CAB into more sustainable, suitable
accommodation
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Input to the Review of Citizens Advice Bureaux services
Resolution number WH/2017/82
MOVED by Member D Macdonald, seconded by Deputy Chairperson S Zhu: That
the Whau Local Board:

a)

receive the Input to the Review of Citizens Advice Bureaux services report and
provide any comment by 18 August 2017.

CARRIED
Purpose
To formally endorse the local board input to review of Citizens Advice Bureaux
services.
Executive summary
2. A report asking for local board input to review of Citizens Advice Bureaux services
came to 26 July local board meeting. The board has since provided its input to staff
and this report is to formally endorse that feedback.
Recommendation
That the Whau Local Board:
a) endorse the input to review of Citizens Advice Bureaux services (Attachment A).
Attachments
No.

Title

Page

Whau Local Board input to review of Citizens Advice Bureaux
services
Signatories
AU

Authors

359

Riya Seth - Democracy Advisor

Authorisers Glenn Boyd - Relationship Manager Henderson-Massey, Waitakere
Ranges, Whau
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Whau Local board input — Review of CAB Services
July 2017
Local board

Whau Local Board

Workshop date 19 July 2017
Note taker

Glenn Boyd — Local Board Services

1. Current relationship

la. What is your relationship with your local CAB?

•
•

The local board acknowledges the good work that both local CAB groups do,
and recognises the significant contributions made by the many volunteers
The local board feels it has a good understanding the CABs role and what it
does.

Whau Local Board Input - Review of Citizens Advice Bureaux services

•
•

It is a hands off relationship at the local board level, however also note three
of local board members do volunteers duties with two undertaking Justice of
the Peace activities and one providing volunteer legal support.
The local board had some contact with Avondale CAB in the second term with
regards to accommodation following parts of the Avondale Community Centre
being closed for health and safety reasons.

The local board see benefit in the co-location of CAB alongside of other council
community facilities.
2.

Value of the service

2a. What is the value of your local bureau service to your community?
The CAB provide a very practical hands service for a wide variety of persons with
many not have access to any other places of support.
The CAB act as a local information hub for people who are trying to help themselves.
They are an effective free service who provide non-biased information and help
people help themselves or link those in need that they cannot assist with other
groups who may be able to help.
2b. Is your local bureau delivering outcomes that support the local area and
local board objectives?
Yes. there are many high level outcomes that are shared
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The CAB are driven by the values of service and helping others and significantly
contribute to supporting community resilience.
The members who volunteer did observe that there is significant demand in the
areas of Justice of peace duties and Legal advice.
Staff and volunteers are seen as being neutral people who can give advice and help
guide people towards their own solutions.

3.

Equity and fairness

3a. Is the current funding model effective in terms of delivering what is
required for Auckland and locally?
The funding appears to be working for the two offices in the local board area.
It appears to be growing demands on the services provided by CABs across all of
Auckland and consideration needs to be given.
Having a central group as one point of regional contract seems to make sense in
adding value of eases of access to the collective CAB network, foster consistent
baseline report requirements, and advocating as a collective voice in Auckland as
well as to Wellington.
The benefit of the community leases should be clearly articulated as is an additional
signification contribution supported by the general rate.
The local board support the current model of regionally allocated and managed
funding to help ensure equity of access to a vital community led and delivered
programme to all Aucklander's.
3b. What kind of factors should be considered in the funding of local bureaux
to ensure fair and equitable service distribution across the region?
It is noted that CAB funding models varied across the various legacy councils With
greater funding being provided by Waitäkere and Manukau City Councils.
It appears that areas Auckland that that comparatively higher levels of deprivation
have higher levels of visitation however given the complexity of our communities this
may not be a simple direct cause and effect correlation.
Auckland Council need a funding model that does give consideration to demand.
The local board would not like to see any redistribution between areas within the
current funding pool, rather should a model emerge that may mean due to a new

57

formula that an funding area(s) should increase, then additional new funding should
allocated.
The local board do see that central government funding is important and the
opportunity for CAB to access this funding whilst still being enabled to retain its
independence of advice and support.
4.

Reporting

4a. What type of information does the board wish to receive when local bureau
are reporting?
The Iocal board support annual reporting to the Goveming Body
It is useful to be able to access the local insight that is developed by local CAB
offces and their cluster collectives: information around type of assistance, trends in
this, and demographic utilisationWould be useful to understand who each CAB work most closely with, make most
referrals to.
Interested in being made aware of issues that community may be facing that the
local board has influence over.
4b. Would you prefer that the local bureau report quarterly or six monthly to
the local board?
The members would appreciate an opportunity to meet annually with CAB's feeling
comfortable to raise any matter that may arise as and when they do.
The three west local board chairs had a meeting with the Waitäkere Cluster and
found this useful.
5.

ACABx

5a. Do you understand the role of ACABx in relation to your local bureau?
Members were briefed on the role and relationship and feel they understand it and
see benefit in having such a group for both Auckland Council and for CAB
clusters/offices.
6.

Aspirations for the future

Regarding CAB services, what is working well in your local board area?
Provision of accessible and compassionate services.
Provide support to groups who may be new to the area/Auckland/New Zealand and
have little local knowledge or contacts to call upon.
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Provision of independent and well-intended support and advice Is a service
that is based upon local volunteers, helps provide a means that many people can
give back and contribute to their communities in a meaningful and beneficial way,
The volunteers give a lot and see benefits for themselves.
6b.

What would you change if you could?

CAB services contribute to welcoming and inclusive communities and should
continue to be supported by Council as provide benefit to all Aucklander's beyond
those just involved in the direct encounters.
Any change must be about enhancing the services. The model appears to be
working well at present. Need to look ahead and at current pressures and assist with
core funding, provision of adequate and appropriate spaces, and support around
retaining and growing the volunteer base it all reties upon.
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