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Photo 1: The open courtyard, showing a trampoline and basketball court 

Introduction 

Purpose of visit 

1. On  2017, Senior Advisors , ,  and 

Advisor , from the Office of the Children’s Commissioner (OCC) conducted 

an unannounced monitoring visit to Korowai Manaaki Youth Justice Residence (Korowai 

Manaaki), in Auckland. The purpose of the visit was to: 

 

• Assess the quality of Oranga Tamariki’s services against one of the eight domains 

from our general monitoring framework: leadership and direction, and   

• Assess Oranga Tamariki’s performance against the seven domains relevant to our role 

as a National Preventive Mechanism (NPM) under the Optional Protocol to the 

Convention Against Torture (OPCAT – refer to Appendix 1 for more detail).  These 

seven domains are: (1) treatment, (2) protection system, (3) material conditions, (4) 

activities and contact with others, (5) medical services and care, (6) personnel and (7) 

responsiveness to mokopuna Māori. 
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Structure of this report 

 

2. This report shares the findings from our visit to Korowai Manaaki and makes 

recommendations for actions to address the issues identified.  For the convenience of 

readers, we first list our key findings and recommendations.  We then describe our 

findings for the leadership and direction domain and then each of the six OPCAT 

domains.  For each domain, we provide a statement that summarises our overall finding 

for that domain.  Supporting evidence is then listed as strengths and areas for 

development.   

3. We briefly outline the legislative background to our visit in Appendix 1.  Appendix 2 

contains information about the interpretation of ratings.  We describe the interviews we 

conducted and the information we accessed in Appendix 3.   

Context 

4. Korowai Manaaki is a 46 bed youth justice residence located in South Auckland.  The 

residence provides secure care for up to 40 young men and 6 young women from 

across the country, and accommodates four groups of young people: (1) those on  

remand, pending their next Youth Court hearing [under s238 (1)(d) of the Children, 

Young Persons and their Families Act 1989]; (2) those who have been arrested by the 

Police and placed in the custody of the Chief Executive (s235); (3) those on supervision 

with residence orders (s311); and (4) those convicted and subsequently sentenced in 

the District Court to imprisonment.  At the time of our visit, there were 43 young 

people in the residence.  Of these, 35 were on remand, with the average stay for a 

young person on remand being approximately 30 days.   

5. We were told there has recently been some serious incidents at Korowai Manaaki 

involving some young people assaulting staff, and some absconding by young people. 

Also at the time of our visit, there were 15 staff members on ACC sick leave and a 

number on unplanned leave.  

6. The residence manager is currently on secondment as a project manager overseeing 

Oranga Tamariki’s Community Based Remand Home project. This is initially a six month 

secondment, with a review period after this time. At the time of our visit, the acting 

residence manager had been in the position for only two weeks. He was previously a 

Team Leader Operations (TLO) at Korowai Manaaki. 
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Strengths and areas for development: 

11. The residence has several strengths.  We found that young people at the residence:     

• are treated well by staff  

• have a good understanding of the complaints system, Whaia Te Maramatanga 

• eat well 

• have a good level of contact with their families and whānau  

• have good access to primary and specialist health services. 

 

12. There are a number of areas for development. Some of the key areas for development 

include:   

• recruiting suitably qualified staff, including Māori staff  

• providing regular, quality training, “on the floor” coaching, and, supervision for staff  

• refurbishing the run-down units 

• providing meaningful programmes to young people, that are sustainable 

• ensuring that the barriers to Whaia te Maramatanga (grievance process) being used 

by young people are addressed 

• ensuring the behaviour management system (BMS) is well understood by staff and 

applied consistently 

• ensuring that all young people’s individual care plans (ICPs) are regularly reviewed 

• ensuring that transitions for young people are prioritised. 

 

Photo 2: The vegetable gardens in the open courtyard. 
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used successfully by some care and protection residences and can be adapted to 

reflect a Māori worldview. It is expected that this model will support staff to provide a 

more therapeutic and consistent service for young people. Whilst it is encouraging 

that Korowai Manaaki is progressing with the Circle of Courage, we continue to 

recommend that Oranga Tamariki National office develops a consistent model of 

therapeutic care across the youth justice residences.  

• Quality of assessment and planning.  Young people’s goals and aspirations were 

evident on their individual care plans (ICPs). However, the ICP template continues to 

take too long to complete and is not user friendly or sufficiently tailored to young 

people. We have found continuous issues with the quality of ICPs at previous 

monitoring visits. Unfortunately, these issues continue to be unresolved. As stated in 

our last report, National office needs to establish a nationally consistent standard for 

the completion of ICPs. 

Operational plans are now only developed for young people where there are serious 

risks such as suicidal ideation or sexualised behaviour. A risk summary is completed 

for all young people. This helps to ensure that staff are spending time writing 

operational plans only for young people who require them.  However, not all care 

staff are aware of this change. To avoid confusion, we suggest that clarity is provided 

to all care staff regarding the change in the way operational plans are used 

• Quality of interventions.  There continues to be limited treatment programmes 

available for young people. There has been a history at Korowai Manaaki of quality 

interventions beginning and then being discontinued. It is unfortunate that one such 

positive intervention, Mauri Tū Mauri Ora (MTMO) is no longer available due to 

Corrections involvement ceasing. This is a concerning pattern at Korowai Manaaki 

and is indicative of a lack of national consistency. Following our visit, the Team Leader 

Clinical Practice (TLCP) was due to meet with the Director of Youth Justice System 

Development in national office to discuss how to bring quality programmes like 

MTMO back in and ensure they are sustainable.   

• Reviews.  There are no regular reviews of ICPs. We were told this is largely due to the 

high number of young people on remand who often leave within one month, before 

a review is scheduled. Multi-Agency Team (MAT) meetings happen within the first 14 

days of a young person’s stay in the residence and involve the site social worker, case 

leader and other professionals if relevant. The purpose of the MAT meeting is to 

discuss the needs of the young person and the transition plan. Following this initial 

MAT meeting there is an ad-hoc approach to reviews, this has the biggest impact for 

young people on longer term remand because of limited opportunities for transition 

planning and oversight of young people’s cases. 
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• Behaviour Management System (BMS).  Young people understood the BMS well. 

However, over half of the young people surveyed reported that staff never, rarely or 

sometimes apply it fairly, as shown in figure 2. Staff are supposed to give feedback to 

young people at the time good behaviour or inappropriate behaviour occurs, 

however we heard that there are times when young people are not receiving 

immediate feedback or the feedback they receive is inconsistent.  Some staff lack 

understanding about the purpose of BMS.  In the past six months, there have been 

several grievances from young people about care staff’s inconsistent or unfair 

responses. Lastly, we encourage the residence manager to consider how their current 

use of the BMS aligns with the proposed Circle of Courage model and to liaise with 

Te Maioha o Parekarangi Youth Justice residence about their success in tailoring the 

BMS to a values-based approach. 

Figure 2. Young people’s views on how fairly BMS is applied  

 

 

• Transitions between and from care.  There is a lack of focus on successful 

transitions for young people. The majority of young people we spoke with were not 

aware of their plan. This is particularly concerning for young people who are on 

remand and have been at the residence for an extended period of time. We 

acknowledge that site staff are responsible for finding placements post residence, 

and site social worker’s involvement with young people at the residence continues to 

be variable. We continue to encourage National office to find ways to improve 

collaboration between sites and residence staff so successful transitions for young 

people are prioritised. The acting residence manager has identified supporting 

transitions as an area that he wants to further develop. 
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• Young people’s understanding of the Whaia te Maramatanga complaints 

process. The grievance process is explained to young people on admission and 

reiterated to them regularly. Young people we spoke with knew how to make a  

grievance. Figure 4 shows that the majority of young people surveyed reported 

knowing how to use the complaints process at Korowai Manaaki.  

Figure 4. Young people’s knowledge of how to make a complaint 

 

 

• Implementation of Whaia te Maramatanga. Grievances are resolved within the 

appropriate two week timeframe. It is innovative that young people are able to use 

any piece of paper to submit their concerns, rather than having to request a formal 

grievance form. We commend the grievance co-ordinator for reducing the barrier 

some young people feel in having to request a form.  

• Grievance panel. Grievance panel members visit the residence regularly and yougn 

people knew their role. Most of the young people we spoke to said they had met 

with the panel members but they were still not willing to engage with them due to 

the entrenched views that many young people have about ‘snitching’. 

 

• Grievance advocates. Two independent youth advocates have recently been 

recruited, following a lapse in some months of having no advocates.  About half of 

the young people we surveyed knew who the grievance advocates were, however the 

majority of the young people indicated they would not use an advocate to help them 

make a complaint.  
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Areas for development 

• Young people’s use of the Whaia te Maramatanga complaints process. Young 

people are not using the complaints process in the way it is intended.  Young people 

gave us several reasons why they do not submit grievances, even when they want to: 

(1) they didn’t think it would be taken seriously  

(2) they are not snitches  

(3) they were worried they might have trouble with another young person  

(4) they are worried staff will call them a snitch.  

 

This result is reflected in figure 5, where out of the 23 young people who answered 

the survey, 11 indicated they have wanted to make a complaint but decided not to. 

Of most significant concern, is that two young people we spoke with felt more unsafe 

after making a complaint due to the information not being kept confidential by staff. 

The lack of confidentiality resulted in these young people losing confidence in the 

complaints system. For one young person this has meant they no longer participate 

in unit ‘mixers’, due to fear of retribution from another young person.  

 

Figure 5. Young people who wanted to make a complaint but did not follow through. 
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and refresh the youth justice residences that require it, Korowai Manaaki was unable 

to provide a timeframe for this. Given the current state of the secure care unit, we 

believe this project needs to be given urgency and we expect to see change on our 

return visit in six months 

 

• The phone that young people use when making their phone calls to whānau is in the 

open unit. This means there is a lack of privacy for young people and it can be 

difficult for them to hear due to background noise.  

 

 

Photo 3: The phone used by young people 

to make calls to whanau. 

Photo 4:   A young person demonstrating 

how they try and get some privacy when on 

a phone call. 
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Photos of the inside of the Secure Care unit: 
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shift programming to well placed there needs to be a more cohesive approach, where 

the programmes offered are meaningful and sustainable.  
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care staff are opting to do a double shift to support their colleagues. This issue 

increases the risk of staff burn out. It is pleasing that targeted recruitment of staff is 

currently underway. 

 

• Staff training. Staff are receiving training in the core requirements, such as safety 

and security and MAPA (Management of Actual and Potential Aggression). Staff need 

more training that will broaden their understanding of the young people’s needs, so 

that they are able to appropriately respond to these needs. It is positive that plans are 

underway for all staff to participate in a Treaty of Waitangi workshop to improve their 

understanding of Treaty issues in relationship to the Maori young people in their 

care.  

 

• Staff supervision and coaching. Currently, supervision of care and clinical staff is 

adhoc and open door; not regular nor planned.  The approval from national office to 

provide an external clinical supervisor for staff is positive. There are two promising 

initiatives that will further help to address our long standing concerns about the lack 

of regular reflective supervision for care staff:   

o New staff structure. A new staff structure is currently being developed for all 

youth justice residences and will be rolled out at the beginning of next year. If 

implemented, new unit management roles will provide much needed ‘on the 

floor’ coaching and support for care staff during their shifts. It is proposed 

that four assistant manager roles will be created for: Compliance, Operations, 

Clinical, and Support Services. These will free up the residence manager’s time 

to focus on the strategic direction of the residence, as well as building strong 

external relationships.  

o New roster system.  A new roster system proposed will allow non-contact 

time for each shift, to enable care staff to more easily access the regular 

reflective supervision that is being set up for each team. The ‘unit 

management role’ is expected to work the same shift as the care team they 

are managing. 
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encourage residence staff to up-skill in this area so they can provide a timely 

response to mokopuna Māori.  

• Residence’s access to cultural advice and support. Unfortunately the residence 

does not have any active relationships with kaumātua. This limits the cultural advice 

and support available to both staff and young people.  

• Young people’s participation in cultural activities and programmes. There has 

been an adhoc approach to providing and planning cultural activities. We heard that 

the activities are often dependant on the small number of Māori staff, and therefore 

are not sustainable. A good example of this is the kaupapa Māori unit, that was in 

place at our last visit and is now no longer running. Figure 7 shows that only 36% of 

young people surveyed reported regularly having opportunties to learn about their 

culture. 

Figure 7. Young people’s response to opportunities to learn about their culture 
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Q. 16 Are there opportunities in the residence to learn about your culture?
Never Rarely Sometimes Often Always
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Appendix One: Why we visit (legislative background) 

21. The Children’s Commissioner has a statutory responsibility to monitor and assess the 

services provided under the Oranga Tamariki Act 1989. Specifically, section 13(1) (b) of 

the Children’s Commissioner Act 2003, states that the Commissioner must monitor and 

assess the policies and practices of Child, Youth and Family and encourage the 

development of policies and services that are designed to promote the welfare of 

children and young people. 

22. In addition, the Office of the Children’s Commissioner is designated as a National 

Preventive Mechanism (NPM) under the Crimes of Torture Act (1989).  This Act 

contains New Zealand’s practical mechanisms for ensuring compliance with the United 

Nations Convention Against Torture and other Cruel, Inhuman, or Degrading 

Treatment or Punishment (OPCAT), which was itself ratified by New Zealand in 2007.  

Our role is to visit youth justice and care and protection residences to ensure 

compliance with OPCAT. 
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Appendix Three: Interviews conducted and information 

accessed 

Our visit to Korowai Manaaki included interviews with: 

• Residence Manager 

• 11 young people 

• Team Leaders Operations (TLOs) 

• Team Leader of Clinical Practice (TLCP) 

• Care team 

• Clinical team 

• Health team 

• Employment Coordinators 

 

The following sources of information also informed our analysis:  

• Visual inspection of the residence 

• Residence profile 

• Last CYF audit report  

• Grievance quarterly reports and electronic register 

• Residence management reports (for three months prior to the visit) 

• Young people’s files at the residence (including Individual Care Plans and 

Operational Plans) 

• Secure care register, secure care log book, and unit log books 

• Young people’s survey – completed by 23 out of the 43 young people who resided 

at the residence at the time of our visit (representing a total of 56%).   

 

 

 




