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Purpose 
The purpose of this document is to provide a shared vision and expectations for the direction, values, 
principles, attitudes and ways of working to deliver a values based service to support people in their 
Recovery Journey, and provide a framework for registered and non-registered staff to assist people in their 
recovery. 

Principles 
All Te Whatu Ora – Health New Zealand, Te Matau a Māui Hawke’s Bay documents are based on and link 
back to our values; He Kauanuanu (respect), Ākina (improvement), Raranga Te Tira (partnership) and 
Tauwhiro (care), and are detailed so all persons are provided with clear information on the way they are 
expected to practice and undertake tasks. 

The following New Zealand Legislation, Standards and Rights are also applicable to this document: 

• Health and Disability Commissioner Code of Health and Disability Consumers’ Rights Regulation 1996 

• NZS 8134:2021 Ngā Paerewa Health and Disability Services Standards 

Scope 
All staff of Te Whatu Ora, Te Matau a Māui Hawke’s Bay Mental Health and Addiction Groups and locally 
(within Hawkes Bay) contracted Non-Governmental Organisations (NGO’s). 

Definitions 
Refer to the Service-wide definitions of words and phrases used in the Mental Health and Addiction Group   

\\FS3\share\Public\All Users\MHS Policy review\DEFINITIONS FOR WORDS AND TERMS IN USE WITHIN THE 
MENTAL HEALTH SERVICE.docx. 

Roles and Responsibilities 

Role Responsibility 

All Mental Health and 
Addiction Group Staff and 
locally (within HB) contracted 
NGO’s 

Accountable for providing services in accordance with this over-arching 
policy and within the scope of their contract. 

https://www.hdc.org.nz/your-rights/the-code-and-your-rights/
https://www.standards.govt.nz/shop/nzs-81342021/
file://///FS3/share/Public/All%20Users/MHS%20Policy%20review/DEFINITIONS%20FOR%20WORDS%20AND%20TERMS%20IN%20USE%20WITHIN%20THE%20MENTAL%20HEALTH%20SERVICE.docx
file://///FS3/share/Public/All%20Users/MHS%20Policy%20review/DEFINITIONS%20FOR%20WORDS%20AND%20TERMS%20IN%20USE%20WITHIN%20THE%20MENTAL%20HEALTH%20SERVICE.docx


Mental Health Service Policy July 2022 
MHAPPM/8953 

Te Whatu Ora – Health New Zealand, Te Matau a Māui Hawke’s Bay 2 of 5 
Uncontrolled when printed 

Statement 
Tangata whaiora report that they want “services that support us on our recovery. Recovery happens when 
we regain personal power and are a valued member in our community. Sometimes we need services to 
support us to get there.” 

Our Values 
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Te Whatu Ora, Te Matau a Māui Hawke's Bay Standards 

1 Tangata whaiora and their family/whānau are at the centre and are empowered and enabled to own 
their recovery journey 

2 Tangata whaiora can quickly access the best service and treatments for them, close to their home 
and these services can easily be stepped up or down in intensity to meet their recovery goals and 
needs 

3 Services are (tangata whaiora) strength based, personalised, seamless and recovery orientated  

4 Services and pathways between services are culturally responsive, appropriate and seamless 

5 Services are delivered in a way that minimises restrictive care 

6 Staff actively challenge stigma and discrimination wherever they are encountered 

7 Services value communities as essential resources to support family/whānau wellbeing and the 
effective delivery of services 

8 Staff form authentic partnerships with tangata whaiora at all levels and phases of service delivery 

9 Staff strive to uphold the human rights of tangata whaiora and their families and whānau 

10 Services respect diversity and demonstrate cultural competence 

11 Services work collaboratively. 

Our Attitudes 

12 Our attitudes will be: 

a. Compassionate and caring: sensitive, empathetic 

b. Genuine: warm, friendly, fun and have aroha and a sense of humour 

c. Honest: have integrity 

d. Non-judgemental: non-discriminatory 

e. Open-minded: culturally aware, self-aware, innovative, creative, positive risk takers 

f. Optimistic: positive, encouraging, enthusiastic 

g. Patient: tolerant, flexible 

h. Professional: accountable, reliable and responsible 

i. Resilient 

j. Supportive: validating, empowering, accepting 

k. Understanding 
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Our Ways of Working - Reflecting Our Values 

13 Tangata whaiora and what/who is important to them are the focus of our practice. We respect the 
diversity of values of tangata whaiora. 

14 The values of each service user and of their community are the starting point for all of our work. 
People working in mental health and addiction treatment services are: 

15 Respectful, Caring and Client Centred 

• These behaviours; identified by Mental Health staff as a whole are worked on and in each of 
the services and teams.  Each team identifies what these behaviours look like in their work and 
an overall action plan on how to support and encourage these behaviours is owned across the 
service. 

16 Working with Tangata Whaiora 

• Every person working in a mental health and addiction treatment service utilises strategies to 
engage meaningfully and work in partnership with tangata whaiora, and focuses on tangata 
whaioras’ strengths to support recovery. We keep our skills up to date and respond to the 
changing needs of the person/tangata whaiora 

17 Working with Māori 

• Every person working in a mental health and addiction treatment service contributes to well-
being for Māori. 

18 Working with Families/Whānau 

• Every person working in a mental health and addiction treatment service encourages and 
supports families/whānau to participate in the recovery of tangata whaiora and ensures that 
families / whānau, including the children of tangata whaiora, have access to information, 
education and support. 

19 Working within Communities 

• Every person working in a mental health and addiction treatment service recognises that 
tangata whaiora and their families/whānau are part of a wider community. 

20 Challenging Stigma and Discrimination 

• Every person working in a mental health and addiction treatment service uses strategies to 
challenge stigma and discrimination, and provides and promotes a valued place for tangata 
whaiora. 

21 Law, Policy and Practice 

• Every person working in a mental health and addiction treatment service implements 
legislation, regulations, standards, codes and policies and procedures relevant to their role and 
within their scope of practise in a way that supports tangata whaiora and their families / 
whānau. 

22 Professional and Personal Development 

• Every person working in a mental health and addiction treatment service actively reflects on 
their work and practice and works in ways that enhance the service to support the recovery of 
tangata whaiora. 

Measurable Outcomes 

This policy will be subject to regular internal audit and must be completed at least once a year. 

Partnership Advisory Group to complete a survey of people and families who have used the services 

RealTime feedback survey results 

Staff engagement survey 
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Related Documents 
Te Pou: Let’s get real – a framework that supports people working in mental health and addiction to 
develop the right knowledge, skills, values and attitudes to effectively support people using services. 

References 
Health & Disability Commissioner – Code of Health and Disability Services Consumers‘ Rights 
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For further information please contact the General Manager – Mental Health & Addictions 

https://www.tepou.co.nz/initiatives/lets-get-real
https://www.hdc.org.nz/your-rights/about-the-code/code-of-health-and-disability-services-consumers-rights/

