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This process has been both challenging and rewarding for the organisation
and originated from a motivation to look at how well we were doing after a period of considerable internal change. It
also represented an opportunity for skill development and training within the agency to enable us to embark on the
process.

Following our Manager accessing training through Unitec’s Not-for-profit management diploma social audit module,
the agency discussed and decided to adopt this model as a means of evaluation and planning in 2003.

Whilst the intention was for this to be the agency’s first social audit it has, in reality, becomes the agency’'s social
accounts as this report will not be audited by external people. Regardless, the findings provide constructive
information for the agency and suggestions for development in several areas. In addition, both the process and report
provide a good base to develop and improve the process in subsequent years and ensure that we move to a social
audit system. The best thing has been that we have received some really positive feedback internally and externally
of what we’re doing well and some great ideas about how to develop and improve the agency and our services in the

future.

/ /0 SVSN is a charitable trust founded in 1984 that provides services for people affected by family
violence. SVSN provides a range of services enabling adults to access educative, counselling and support services in

relation to their own experience and / or behaviour and seeks to ensure support for children.

Family / whanau support service

Women Exploring Anger Stopping Violence
Group & individual Programme for men,
Stopping Violence group and individual

Community liaison and Services Nelson
networking, both 1:1 and Women SAFE programme
thru’ participation in for survivors of family
community networks and violence
consultation Short term counselling service Group and individual
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VISION: “to enable all people in Aotearoa / New Zealand to live free of all forms of violence, abuse & oppression”
STATEMENT OF PARAMOUNTCY: “The safety of children and women is paramount”

OUR PRINCIPLES Safety Respect Accountability

Responsibility Gender partnership & equality Excellence in practice

Stakeholders .

Trustees
Staff team

) ; . Clients
Referral agencies Stopping Violence

Services Nelson
Funders

Donors

Partner

agencies . .
9 Wider community

Of the stakeholders identified above all were included with the exception of the ‘wider community’, this

exclusion being for pragmatic reasons.

Social book-keeping:
SVSN has many ongoing processes, practices and systems which enable ongoing feedback and monitoring
of practice, hence much of the social book-keeping requirements were already in place. In addition, for the
purpose of this first set of social accounts, a number of surveys were developed for stakeholders which were
social accounts specific. All information and feedback used for these accounts is germaine to the audit year,
i.e. July 1% 2003 — June 30" 2004.
The intention was to use the New Economic Foundation model (Pearce et al) which means the accounts
measure performance against the vision, mission, objectives and values of the organisations. This proved to
be unachievable due to the scope and wording of our vision, objectives etc. — they were not ‘social-audit’
friendly! Therefore a key recommendation is that a review is held of our kaupapa, from which clear social
objectives are identified, with strategies & actions & performance indicators
Consequently, the accounts are written as a ‘summary of findings’ of how we are performing noting our

strengths and areas for development.



. SUMMARY OF FINDINGS :

Themes - where we’re succeeding:
Quality service provision
Highly motivated skilled, committed and passionate team members sharing similar beliefs and philosophy.
Good alignment of philosophical base, vision and objectives and agency activities
Good community liaison and networking
Good internal systems for service, policy and system review and development,
Respectful culture with high personal and agency standards and a focus on safety and accountability

An effective structure with generally good communication and decision making processes.

SVSN is perceived to be performing well and while there is some variety in the areas suggested for future
development, there was also some broad agreement.

Feedback indicates overwhelmingly that a key strength is the skill base, passion and commitment of our staff and
volunteers (trustees). The agency’s networking and the proactive community liaison was also clearly identified.

We are perceived to provide quality services that cover a broad and constructive range that is useful for clients and
referral agencies and that the work we do actually makes a difference to the people we are here to serve. At a
practical level we can potentially do more in how we focus on the needs of children in our work and clarify our
relationship with a key agency. Opportunities to continue to build agency capacity need to be created and seized to
further enhance what we provide.

Our systems and processes were endorsed by internal and external feedback and by examination of the actual
processes and relevant records / reports. These also showed that the agency responds to difficulties well both
formally and informally.

There was broad agreement from the staff and trust that we are on track our philosophy and encompassed them in
our practice with certain issues noted.

Funding and resourcing constraints were consistently identified as our major limitations and it is felt that there is more
we could do in relation to promotion and public relations. Staff responses to how they felt about their work,
employment and the agency were generally positive although there are areas to look at. The agency is seen as

having a welcoming and accessible environment that is appropriate for the work we do.

Themes — issues and areas for development.
Promotion / recognition within community including promotion of success stories and addressing a perceived anti-
male approach.
Need to review vision & objectives
Trust meetings...
Financial & resource base
Some matters regarding employment conditions and culture
Developing youth service(s) including education in schools
Workplace based / focused services
Review of client information sharing protocols / policies

Cost of accessing services for self-referred (SR) men



Dissemination & dialogue
Through the circulation of a written report which will be made available to all stakeholders both participatory
and non-participatory.
Summary and press release made available to local community newspaper.
With two agencies where specific issues were raised we will offer training and / or presentations to their staff

teams for both agencies and dialogue at a management level if necessary.

Follow up action -

a plan has been developed to identify our next step s in response to areas for development.

Next social audit cycle
The agency has found this a useful and productive exercise and is committed to doing this on an ongoing basis.
Following the completion of these accounts procedural guidelines for the next accounts will be completed
incorporating methodological recommendations from these accounts.

It is noted that an audit panel for the next set of accounts has already been agreed.

2/
We would like to acknowledge the support and wisdom of Garth Nowland-Forbes in the process of designing and
compiling these accounts
Resources:
The following were used resources for this project:
Unitec Not-for-profit Management Diploma, Social Auditing Model resources, Raeburn House, 1998/1999 (AK, NZ)
Traidcraft 2002 (UK), Just Dollars 1999 (CHCH, NZ), SILPH (UK),) and Whenua Iti 2000 (Tasman, NZ).

Stopping Violence Services Nelson

The Manager

We welcome your feedback and SVSN
any enquires about our accounts 124 Vanguard Street , PO Box 896,
Nelson

Please contact:
Ph: 03 548 3850, Fax: 03 548 3852

info@svsnn.org.nz

Social Accounts 2003/2004
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Stopping Violence Services Nelson

Stopping Violence Services Nelson (SVSN) is a charitable trust founded in 1984 that provides services for people
affected by family violence (both perpetrators and survivors). SVSN provides a range of services enabling adults to
access educative, counselling and support services in relation to their own experience and / or behaviour and seeks
to ensure support for children.

History:

Stopping Violence Services, Nelson formed about 20 years ago. It was originally called ‘Men against Rape’ beginning
with a group of men coming together to support the work of Rape Crisis. At this point a core role was to fundraise for
Rape Crisis. This developed into service provision, providing support groups for men, which evolved into anger
management programmes for men. In 1992 the agency was incorporated as ‘Men For Non-Violence'. As the men’s
anger management programmes evolved into Stopping Violence Programmes (circa 1993/4) a support group /
education programmes for survivors of violence (women) began, originally facilitated by ‘Refuge women. 1995 saw
the development of anger management programmes for women. These service developments also reflects the
legislative changes that finally eventuated in the Domestic Violence Act 1995 which saw some funding for education
and support programmes for perpetrators and survivors of family violence.

In 1997 the agency again changed its name from ‘Men for Non Violence’ to Living Without Violence inc. in order for
the name to be inclusive of women. This also reflected a general movement nationally for those working with men
who are violent to their family / whanau to acknowledge and establish the importance of women’s involvement in this
work and accountability to women for the work. At this time the National Network of Men for Non-Violence adopted
the name Te Kupenga Whakaoti Mahi Patunga, National Network Of Stopping Violence Services reflecting this tide of
change at a national level.

In 2000 the family / whanau support service was developed providing support for partners and ex-partners of men
attending the Stopping Violence Programme. And finally the last service developed, was a free short term counselling
service for men and women in 2002. Throughout the period (1986 — 2002) the agency operated predominantly on
collective principles. However cracks had begun to appear in this structure by 2002 and the agency morphed again
into a charitable trust structure becoming known as the Living Without Violence Trust. Finally in 2003 the name was

again changed to Stopping Violence Services, Nelson, primarily to reflect the actual work we do.

Social accounts:

Our first social accounts cover the year from July 1% 2003 to June 30" 2004. The work was researched, designed and
compiled by the Manager, Dawn Taylor, supported by the ‘accounts approval’ committee; Aroha Gilling and Christine
Henwood (trustees) and Bernard Smith (team member). Ongoing book keeping systems had been developed as part
of agency development between June 2002 and June 2003. Additional processes (stakeholder surveys) were

developed in 2004 as part of a study project that was undertaken by Dawn Taylor.
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The predominant focus of the agency is working with family violence, and statistics and experience show that women
and children are the major victims of this with women being identified as victims in 90% of cases and children in 30%
of cases. The philosophical base of the agency encompasses key feminist principles in its analysis of family violence
although the agency is moving away from the ‘victimisation’ approach that this philosophy applied in its purest forms
can engender. We continually look to develop service provision to reflect a more wholistic approach to working with

those affected by and perpetrating the violence.

VISION: “to enable all people in Aotearoa / N Z to live free of all forms of violence, abuse & oppression”
STATEMENT OF PARAMOUNTCY: “The safety of children and women is paramount”

OUR PRINCIPLES: Safety Respect Accountability

Responsibility Gender partnership & equality Excellence in practice

Our objectives are:

To promote individual, social and institutional change so that all children, women and men have the ability to reach
their full potential, unencumbered by violence in all its forms,

To promote and publicly advocate for the safety of survivors of domestic violence & sexual abuse and to give
account to and be in dialogue with organisations that support survivors of domestic violence & sexual abuse.

To publicly advocate for men to live non violently and to take responsibility for their violence.

To publicly advocate against all forms of violence, in particular violence against children and against women.

To promote values of non-violence and equality in relationships.

To ensure all key groups and individuals can collaborate in the delivery of safe & effective services.

To promote excellence in practice at all levels of the agency.

To have effective communication systems, which ensure consultation & collaboration, internally & externally.

We believe

That institutional practices of power and control perpetuate and promote inequality and abuses against women and
children, iwi and tangata Maori and minority sectors in Aotearoa

In the ability of women to promote the safety of themselves and their children

In women having access to info and resources which empower them to make choices living free from violence

That all people in New Zealand / Aotearoa have the right to live free from all forms of violence in its widest sense

In honouring the Treaty of Waitangi as the founding document of New Zealand / Aotearoa

That the ongoing safety of the survivors / victims of men’s violence is of paramount importance

That effective intervention with abusers occurs in conjunction with appropriate services for survivors / victims

That male violence is supported and maintained by social structures which advance the interests of men over
women and children and that members will work to change such systems

In the development of complimentary services for men and women of different cultures

In the ability of men to change abusive behaviour and attitudes

In men having choices and taking responsibility for their violence
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Current service provision and community roles:

Family / whanau support service

Women Exploring Anger Stopping Violence
Group & individual Programme for men,
group and individual

Stopping Violence

N Services Nelson
Community liaison &

networking, both 1:1 & thru’ Women SAFE
participation in community programme fo_r survivors
networks and consultation of family violence

Group & individual
Short term counselling service
10 sessions

Staff team

Trustees

) Clients
Referral agencies ; .
Stopping Violenc e
Services Nelson Funders
Donors

Partner
agencies

Wider community

Of the stakeholders identified above all were included with the exception of the ‘wider community’. This
exclusion was for pragmatic reasons — the diffculty of consultation and the level of removal they would have
from the agency.
Of referral agencies some were omitted not by design but by oversight
Of funders and donors for the purposes of this audit, only those we have contracts with were consulted
partially due to time constraints and also again for pragmatic reasons: the likelihood of a response from grant
based funders was not seen as high.
Clients’ views were involved through services evaluations; however no additional survey was done was these
accounts.
All staff and trustees were consulted excepting the Manager whose views were not surveyed.

Detailed information regarding the methods used and subsequent evaluation for each individual

stakeholder group is contained in appendix 2.



Social book-keeping

Collection of information in various forms and for a variety of purposes over recent years has been developed, expanded and grounded in the processes,

practices and systems of the agency. Hence these accounts are compiled from sources that form part of our day to day practice and some that are social

accounts specific. All information and feedback used for these accounts is specific to the audit year, i.e. July 1% 2003 — June 30" 2004.

Ongoing Social accounts specific
Source Method Participation Source Method Participa  tion
Client evaluations Written questionnaires Staff questionnaires Group discussion & written Q1:7/8
feedback Q2:5/8
Annual staff appraisals Questionnaire & face to | 7/9 (2 uncompleted attime | External supervisors Written questionnaire 2/3
face discussions report compilation)
Management report & trust Minutes & Reports 11 sets Trust questionnaire Written questionnaire 3/5
Team meetings Minutes NA External stakeholder Questionnaire 8 responses representing
6/12 agencies
External supervisors 6 monthly reports 100%
Complaints Formal record 5 complaints
Training & supervision Records compiled Responsibility of
monthly for all staff Manager

Social accounts compilation: = The intention was to use the New Economic Foundation model (Pearce et al). However no prior work was done on clarifying

our vision, statement of paramountcy, objectives, principles, and beliefs nor looking at how we were going to measure them. The consequence was in reality
the number of areas to consider was huge with no specific strategies / actions identified and / or performance indicators, neither did the wording of these
lend themselves to be audited. There is therefore a key recommendation that a review is held of our kaupapa, from which clear social objectives are

identified, with strategies & actions & performance indicators. (Useful resource - Raeburn House Social Audit Rpt 2 000).

Consequently, after all questionnaires had been returned, summary reports were produced for each stakeholder group. Additionally ongoing processes that
happen through the year were pulled together and summaries / reports produced for these. These were then compiled into the accounts format used in this
report after a study of other social accounts had been undertaken. As a consequence of the above issues regarding reporting against our objectives etc; it

was decided to provide a ‘summary of findings' of how we are performing noting our strengths and areas for development.
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Summary of future recommendations — methodology

The Audit leader / coordinator sets up a support team within the agency

That all responses are analysed by someone external / neutral to the agency.

Only one (rather than multiple) questionnaires should be used for any given stakeholder group

Draft questions should be pre-tested and subsequent adjustments made enabling concepts to be

clarified and the intention of the question to be clear and answerable.

A reminder system is used at deadline for all stakeholder groups to encourage and (hopefully)

increase the number of responses

& Surveys to be clearly identified as confidential, that questions are optional and survey will be analysed
$\ot by someone independent of agency. Identification is voluntary.
H* Consult / research as many other questionnaires as possible to inform the eventual designs.
Bi-annually survey clients who have completed with the agency, conducted by a neutral person.
The number of evaluations provided for the counselling service should be monitored and the
procedure potentially revised.
;H: Options to complete evaluation forms for clients who do not complete education programmes is
= provided.
. Manager is included in staff team questionnaire & the results analysed with other team members
:\01 Trustee and staff should complete individual form before any group discussion (to ensure feedback
= isn't watered down).
Increase numbers of (external) agencies consulted — in order to broaden feedback received and also
to rectify the omission of some key agencies this year.
Contact external agencies prior to sending to gain agreement to be involved and offer options of
S interview / written questionnaire / e-mailed questionnaire.
$\°t Provide option for all agencies to identify themselves if they choose

Separate referral, partner and funding agency forms

<#%

To hold an initial workshop to identify all stakeholder groups, who will be included and the rational.
See Raeburn House template below who identified all stakeholder groups and then developed

categories rating their significance to achieving the vision and mission of the agency.

Important

Very important

Critical




Themes - where we are succeeding:

Quality service provision

Highly motivated skilled, committed and passionate team members sharing similar beliefs and philosophy.
Good alignment of philosophical base, vision and objectives and agency activities

Good community liaison and networking

Good internal systems for service, policy and system review and development,

Respectful culture with high personal and agency standards and a focus on safety and accountability

An effective structure with generally good communication and decision making processes.

The agency and external stakeholders perceive SVSN to be performing well and while there is some disparity in the
areas for improvement or future development there was also some broad agreement. Feedback indicates
overwhelmingly that a key strength of the agency lies in the skill base, passion and commitment of our staff and
volunteers (trustees). The agency’'s networking and the proactive community liaison was clearly identified as a
strength although for varying reasons this was also seen as a potential key area for development. It is noted that there

is one agency specifically that we need to build a more effective relationship with.

We are perceived to provide quality services that cover a broad and constructive range that is useful for clients and
referral agencies. Perhaps the most important thing of all however is that it is perceived that the work we do actually
makes a difference to the people we are here to serve. At a practical level we can potentially do more in how we focus
on the needs of children in our work and there is a need to clarify whether or not concerns expressed regarding
accessing information about clients are beyond the agencies control or a systemic problem. The need / potential to
continue to build agency capacity would further enhance what we provide in terms of responding to enquiries to the
agency, issues and greater flexibility about specific service provision regarding numbers and scheduled times for

group programmes.

Our intention to have good systems and polices was endorsed by internal and external feedback and by examination
of the actual processes and relevant records / reports. These also showed that the agency responds to difficulties in
the majority of cases in a timely and comprehensive fashion - both those that come up out of formal processes and

through informal means.

Whilst external stakeholders were not specifically asked to reflect on our performance against our philosophical base,
there seemed to be broad general agreement from the staff and trust that we are working towards these and
encompassed them in our practice. There were certain issues identified that we also need to address in this area as
well as issues raised regarding how we respond to issues pertaining to Te Tiriti O Waitangi, and supporting cultural

diversity in service provision.



. $ #. - Funding and resourcing constraints were consistently identified as our
major limitations and there was some sense that we currently worked more effectively at an individual (client) level
rather than a wider social level. This was endorsed through feedback from external providers through the perception

that there is more we could do in relation to promotion and Public Relations.

Staff responses to how they felt about their work, employment and the agency were generally positive although both
guantitative and qualitative data indicated some areas of concern to varying degrees which, it will be important to look
at.

The past year saw us move premises and update many client focused resources. Again, feedback about this has
been overwhelmingly positive, creating a welcoming and accessible environment that is appropriate for the work we
do.

Themes — issues and areas for development.

Promotion / recognition within community including promotion of success stories and addressing a perceived anti-
male approach.

Need to review vision & objectives

Trust meetings...

Financial & resource base

How we focus on and encompass the needs of children in agency
How we implement Te Tiriti O Waitangi

Some matters regarding employment conditions and culture
Developing youth service(s) including education in schools
Workplace based / focused services

Review of client information sharing protocols / policies

Cost of accessing services for self-referred (SR) men

The agency is approved under the following approvals:

The agency has approval as a community
service under Section 403 of the Children, Young

Persons and their Families Act 1989

Is an accredited programme provider under the
Domestic Violence Act 1995

Is an approved programme provider for

Community Probation Services



Dissemination & dialogue

Through the circulation of a written report which will be made available to all stakeholders both participatory

and non-participatory.

Summary and press release made available to local community newspaper.

With two agencies where specific issues were raised we will offer training and / or presentations to their staff

teams for both agencies and dialogue at a management level if necessary.

Follow up action

Issue

Action

Promotion / recognition within community including
promotion of success stories and addressing a

perceived anti-male approach.

Networking and promotional information will continue to
be used to manage this as well as proactively seeking

stories from clients to use for promotion.

Need to review vision & objectives

Meeting set involving staff and trustees

Trust meetings...

There is ongoing discussion regarding the structure and

framework of these meetings

Financial & resource base

A plan has been developed and will be actioned

How we focus on and encompass the needs of

children in agency

Ongoing dialogue within the agency and with our local

community & staff training

How we implement Te Tiriti O Waitangi

2 day training workshop set-up for May 2005

Some matters regarding employment conditions and

culture

Discussions with staff team in relation to matters raised

Developing youth service(s) including education in

schools

Ongoing dialogue within the agency and with our local

community.

Workplace based / focused services

Worked in conjunction with the financial strategy possibly
including the development of new services or using

existing resources.

Review of client information sharing protocols /

policies

Training and relationship building with the key agency

that identified this as a problem, to address issues.

Cost of accessing services for self-referred men

Next social audit cycle

This ongoing issue will be managed as well as possible

through information sharing and accessible funding.

The agency has found this a useful and productive exercise and is committed to doing this on an ongoing basis.

Following the completion of these accounts procedural guidelines for the next accounts will be completed

incorporating methodological recommendations from these accounts.

It is noted that an audit panel for the next set of accounts has already been agreed.
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Staff

Trustees

Clients

External Partner agencies, referral agencies and fu  nders

External Supervisors

. STAFF

Qualitative :.

Is our vision and statement of paramountcy reflecte d in our practice? Yes, these are certainly the ideals and
goals we all appear to hold. Two issues raised were however, that these needed to be reviewed in terms of areas
covered and language and that whilst processes are in place to address safety issues, the focus on children could still
be increased either through direct work with them or with their parents.

How well do we meet our objectives:  Generally felt that we meet them well. Examples of how we work towards
them in practice included; we promote change well through both direct client work and community networking and
agency promotion, through continuity of practice and shared understanding of beliefs & philosophy, through
accessibility of services, and through the maintenance of the high skill base of workers. Budgetary restraints and
resources were felt to be the limiting factors preventing us from achieving more.

Do our principles underpin our practice? Generally yes. Examples illustrating this were: through significant
consultation with, respect for and valuing of staff skills and contributions at management level and through
commitment to and respect shown to clients and our work, striving for high standards and multiple processes to
ensure accountability at a staff level. Noted again that our limitations were based around funding and resources.

Are our beliefs still relevant / useful: Some specific questions were raised around matters relating to Te Tiriti O

Waitangi, women’s violence and complementary services for those of different cultures although with these points



noted it was felt that the answer was yes!

Staff cont:

Are our guiding principles relevant and appropriate for the work we do? Again, other than some questions
regarding language it was felt these are relevant and appropriate.

How effective are our decision making processes? Responses indicated the team were fine and generally happy
here. Noted was the process around policy development and the proactive approach of the agency to improving
services via skills development, training, and service reviews.

How would you define the agencies culture? This was described as having a high level of commitment and
passion for philosophies, objectives and clients and a culture of safety and empowerment.

Enjoy most: Clients and work done, consistency between philosophy and practice, working in a supportive
environment with a great team with shared purpose and commitment, opportunities to be challenged and to up-skill,
good systems and procedures & being part of a growing & developing agency.

Enjoy Least; paperwork, difficulties between team members, very part-time work, lack of payment whilst training, lack

of funding and resources and consequential limitations, lack of recognition for work within in community.

T Strongly Strongly No No
Quantitative :. disagree Disagree | Agree agree gg:’gi(;unlar response
1 I am proud and happy to work at SVSN 56% 44%
2 | am happy with the wage | receive 14% 42% 14% 14% 14%
3 I receive recognition when | do a good job 28% 42% 14% 14%
4 | My workload is reasonable 14% 56% 14% 14%
5 | receive adequate training to help with my job & personal development 56% 28% 14%
6 | feel valued as a person regardless of my performance 14% 56% 14% 14%
7 | All staff are treated equitably 28% 42% 28%
8 | I 'am consulted regularly about issues that affect me 70% 14% 14%
9 | My opinions are listened to 42% 56%
10 | If staff raise an issue the response is timely and effective 42% 42% 14%
11 | De-motivating issues are identified and dealt with 14% 42% 28% 14%
12 | Grievances are dealt with effectively 56% 42%
13 | Decision are communicated effectively 85% 14%
14 | SVSN is achieving its mission 28% 70%
14% =1 28% =2 42% =3 56% =4 70% =5 84% =6
Issues identified:
review philosophical base re language & some specif  ics Financial & resource base
Implementation of Te Tiriti O Waitangi Focus of children in agency
Team members relationships Promotion / recognition within community

Over 50% of staff identified as being unhappy with the wage they receive.

Over 1/3™ of staff did not feel they received recognition wh en they did a good job.

Although statistically low it is a concern that the re was a perception of inequitable treatment of sta  ff.




Is our vision and statement of paramountcy reflecte d in our practice? Yes both through direct service provision
and in a more political / bigger picture way

How well do we meet our objectives: generally positive feedback — noted that funding constraints placed
limitations. Also noted that we work most effectively at an individual level rather than wider social and political level.
Increased community networking opportunities offered by current structure has been key in enabling a more active
role in the community and collaboration. Noted increased role would be good in responding to events in Nelson such
as media identified family violence cases / sentencing. Also some questions raised regarding whether our vision was
realistic / appropriate for agency.

Do our principles underpin our practice? Generally felt that these reflected the way we worked.

Are our beliefs still relevant / useful: ~ Comments from trustees generally endorsed our beliefs however it was noted
that there was nothing within them specifically related to women and violence and that this needed addressing.

Are our guiding principles relevant and appropriate for the work we do? General support for most of these
however the subject of women’s violence was raised again as well as concerns re Maori being referred to as an
ethnic group and the importance of the team being aware of the their position of power when relating to service users.
How effective are our decision making processes? Where opinions were expressed they were positive, including
comments of ‘excellent within budgetary restraints’.

How would you define the agencies culture? It was felt by one trustee that there was still some transitioning
happening regarding the move from a collective to a hierarchical structure. It was clear that the structure worked well
for the trust, although as a ‘hands off’ trust it meant significant reliance on and trust in the Manager.

What do you enjoy most about your involvement with SVSN? ‘Hands on roles (e.g. interview panels, informal
consultation)’, ‘open and honest exchange of views within a good professional agency’ and ‘our ability to makes good
decisions even when it's hard’.

Least... trust meetings!

Issues identified

Need to review vision & objectives Trust meetings....

Need to develop and include agency’s approach to an  d analysis of women'’s violence.




. EXTERNAL PARTNER AGENCIES, REFERRAL AGENCIES AND FUNDERS:

Relationship: Generally our relationships with agencies were seen as positive if low key. Some comments included

“positive, supportive relationship”, “very good, sporadic (client) contact as needed but general networking is good” and

“strong working relationship”. There was one agency that characterized our relationship as “difficult”.

Most helpful aspects of SVSN’s services:  Our education programmes were overwhelmingly identified as the most
useful aspect of our service.

Our communication re services and direction and cli ents / referrals: feedback regarding these aspects was
generally positive. Comments included “very good — very proactive”, and “absolutely, excellent... boundaries”
although three agencies noted there could be difficulties accessing client information and one noted that they were

not aware of being consulted about our direction

How could we be more effective as a family violence intervention provider?
Areas for change noted were; the costs for self referred men as a barrier, a tendency for the agency to be viewed as

‘anti-male’, more feedback on client participation, and a real person to answer the phone!

Potential areas for development were: provision of ongoing support for families once programmes completed, working
in schools / with teenagers, more flexibility in timing of programmes (e.g. day / night groups), more Public Relations
work with other agencies / community, particularly re ‘positive’ or ‘success’ stories and service information and review

of model that is used for working with clients.

Three things that show we provide quality services: accessibility, promotion, consistency of service, proactive in
the community, good environment, approachable manager, proactive in Public Relations, strong administrative
systems, engagement of reluctant participants, clients reporting changes in their behaviours as a result of attending

programmes

How well are we doing re our vision and the bigger picture? Feedback was positive in this regard — identified
were the agencies role in various community networks and collaborative response groups. Feedback was that we
could do more (as ever ); areas suggested included youth focus and workplaces & sports clubs.

Other comments: “ | like the specificity of your services - makes it clear when making referrals”, “helpful to attend a
training session with Child, Youth and Family staff and provide material on services offered” and “makes me aware
that we could work together more cooperatively as agencies. | like the idea there is consultation about any new area

of work to ensure that no one encroaches on some one else’s area of interest”.

Issues identified:

agency promotion & success stories Need to address anti-male perception

Developing youth service inc. education in schools Review of client information sharing protocols / po licies

Cost of accessing services for SR men Workplace based / focused services




QUANTITATIVE : Rating Number of | # of clients Total # of
Unhelpful |~ OK Very good Excellent | Responses | completed clients
Women SAFE 10 6 16 16 25
Women Exploring Anger 11 7 18 25 25
Family Whanau Service 1 7 8 16 30 40
Counselling service 1 7 8 30 32
(exc. One-off) (exc. One-off)

Stopping Violence Programme 3 10 10 23 41 54
for men

QUALITATIVE :

Women SAFE Programme: key issues identified were environment, too little time for sessions. Again positive
comments were common re content, style and structure and facilitators

“l...became stronger and stronger after each session and there was light at the end of the tunnel”

“I looked forward to it each week cos ... (it) was really helpful to my life”

Women Exploring Anger Programme:  Key environmental issues came up which the agency has been able to
respond to. Other common area for change is more time available for each session and / or a longer course, and
some feedback at times that more support available at the end of sessions would be helpful.

Overwhelmingly not withstanding points raised above feedback regarding programme content, style and structure and
facilitators was very positive.

“Over all | found the course insightful, informative, relaxed and has had a positive impact on my life and those around

me “| felt the course offered me a lot of what | needed”

Family whanau support service: Positive feedback was noted following the shift to new premises and also
highlighted the skill base and approach of the worker, the support provided and the flexibility of the service. Noted
comment from client re getting answer phone during the day. A quote was “l can't stress enough your service has
been supportive and helpful”

Counselling service: In regard to this service only positive feedback was received in regard to the content,
environment and counsellors providing this service. Areas for improvement that were raised by a number of clients
were the potential to extend the service to make it more long term.

Stopping Violence Programme for Men : Issues identified included environmental issues (chairs, temperature), lack
of motivation of some mandated referrals, more continuity of facilitators, open group format, that some topics seemed
repetitive, to broaden the literature to cover non-relationship violence. Feedback was on the whole positive in regard
to content, programme style and structure and facilitators, also common was that it being good meeting with men in

the same position

From all three education programmes but particularly the Stopping Violence Programme, there was a range of
feedback re people’s perceived most helpful / least helpful topics and emphasis given — there was however no
consistent themes to come through in regard to this.

Noted from all programmes the provision of drinks and food in the breaks was appreciated.




E

Bi annual report feedback: Feedback on the work was consistently positive regarding skill level and abilities to work
in this field across all five services and identified a high standard of service provision. Several areas were noted for
development including the need to continue working on (co-facilitator) relationships, monitoring personal well-being
and clarity of roles. Following this feedback the issues identified were acted upon.

Ten training needs were initially identified in reports. Of these three, after further discussion did not require action and
training or policy development was implemented for the other seven.

Nine additional issues were identified during the year. Of these, two were resolved through relevant discussions with

employees, three after further discussion were no longer issues, and four led to training and policy development.

Social accounts questionnaire : The flexibility and range of service provision and the political analysis that we bring
to our work was identified as the most valued aspects of the agency’s service. Suggestions for how we could be more
effective were through further clarification around the role of Family Whanau Service and more visibility at a
community level and input in to other course development.

Three indications of quality services given were committed, high quality workers, a welcoming and accessible
environment, the wide range of services, and the selection and training process for new staff. Three things identified
that we could improve were working in partnership with other agencies, remedying the delay to accessing services
due to agency capacity, clearer programme objectives, increased marketing to general public and more evaluation
assessment of perceived changes made by programmes participants. A greater emphasis on networking through all
roles in the agency rather than just at a management level was also identified. A further comment was that “a really

good effort (was) made (by the agency) in a (difficult) climate”

No themes were identified in these reports.

ENDS
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External Stakeholders
Trustees

Staff

Manager

Clients

. External stakeholders:

Process:
A short seven question written questionnaire was posted out with a self-addressed-envelope and a brief explanation
of what we were doing and why. A deadline was given for the return of the questionnaire. Twelve agencies had

guestionnaires posted out and eight responses were received representing six agencies (50%).

Their reflections : there was limited feedback in regard to methodology from participants. Positive comments related
to its length (short!), and that they were "good questions”. Areas to improve would include providing the option of e-
mail (intention was that this was anonymous but 6/8 respondents choose to identify themselves in their replies) and
providing a form that was more targeted to funders rather than using the same form for referral / partner agencies and

funders.

Future Recommendations
Develop a draft form, pre-test and adjust as necessary.
Increase numbers of agencies consulted — in order to broaden feedback received and also to rectify that some
key agencies were omitted this year.
Contact agencies prior to sending to gain agreement to be involved and offer options of interview / written
guestionnaire / e-mailed questionnaire.
Provide option for all agencies to identify themselves if they choose
A reminder system is used at deadline to encourage and (hopefully) increase the number of responses.
Separate referral, partner and funding agency forms

That responses are analysed by someone external / neutral to the agency.



. Trustees:

Process:

No specific feedback was garnered from trustees regarding the methodology.

Future recommendations
That the option of a group discussion and / or individual forms is provided next time.
That draft questions are pre-tested and relevant adjustments are made.

That responses are analysed by someone external / neutral to the agency.

. Staff team:

Process:

Four questionnaires were provided; the first' was based around the agency’s vision, objectives, principles, etc; the
second around their experience as employees, the third around four broad generic questions and the fourth asking for
feedback on the methodology. The first questionnaire the team choose to answer together through a group discussion
although one team member who was on leave at this time, responded individually (total participation 8/9). The second
guestionnaire each staff member responded to individually (8/9). The third one received no response and the fourth
again used a group discussion to provide answers (participation 5 / 9). This methodology evaluation provided

constructive, clear feedback regarding how the process could be improved.

Their reflections: The language used could have been plainer, an example given was using reflect instead of
underpin. Where yes/no answers were sought, the opportunity to provide comment would be useful. Some questions
were repeated between the 1st and third questionnaire. At times there was a need to use definitions of key concepts
in questions to ensure everyone was answering the same question! There was not enough time allocated for the
‘discussion’ component and there was also a clearly identified need to improve how questions were structured — it
was at times confusing or concepts that were linked together made the question hard to answer. The most preferred
guestionnaire format would be tick boxes (quantitative based) with space to comment and that staff would be happy to

answer more questions if it was felt they were relevant.

Future recommendations:
One questionnaire should be used (longer if necessary)
Draft questions should be pre-tested and subsequent adjustments made enabling concepts to be clarified and
guestion structure to be confirmed.
Group discussion time should be made available with the request that everyone completes an individual form.
Someone external to the agency should analyse responses.

That responses are analysed by someone external / neutral to the agency.



. Manager:

Process:

the manager (the social accounts coordinator, researcher, designer, collator and writer!) has not actually completed
specific questionnaires an so at the moment her views are not recorded in these accounts at a raw data level
although given her role in analysing feedback some influence is highly likely.

Reflections: This highlights a key weakness in the methodology in that the Manager completed a lot of the work up
until the draft accounts in isolation. This needs to be managed more effectively in future years. As there is only one

management position there is lack of anonymity if her responses are included separately.

Future recommendations:
Manager completes same questionnaire as other team members
Results are analysed with other team members
Audit leader / coordinator sets up support team through agency — possibly a collection of volunteers from the trust
and staff team.

That responses are analysed by someone external / neutral to the agency.

. Clients:

Process:
A sound system of written evaluations both self and service based are now in place for all services provided by the

agency.

Reflections and future recommendations:

There is a clear need to ensure that these are always provided to exiting clients for all services — over the last year
there were some services where this did not happen although feedback indicates this was in the first half of the year.
It is also important to ensure that clients who do not complete education programmes have the option to provide
feedback. A further area for improvement would be including a client survey, ideally through interviews as a part of the
audit process, ensuring further opinions can be gained and also some more longitudinal evidence can be gleaned
regarding their perceptions of the changes / benefits (or otherwise) of using our services and the services themselves.
Particularly some thought could be given to the low number of responses for the counselling service or at last to

monitor this.

ENDS






