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Tēnā koe  
 
Thank you for your request to Kāinga Ora – Homes and Communities, dated 22 April 2024, under the 
Official Information Act 1982 (the Act).  
 
Kāinga Ora is committed to keeping communities up-to-date, and ensuring new homes work well for 
the people and whānau who will live there, as well as the wider community. 
 
I have responded to each part of your request as follows: 
 

1. You stated you wanted to “work together with the community” but our community does not feel 
like this has been an ethical or fair process. We would like to determine the original date of 
negotiation with the contractor, please provide the initial correspondence regarding the housing 
development in Port Street East -  Feilding,  between the property development company Hills 
Construction or their representatives and Kāinga Ora/Housing NZ.  

 
Please find attached two emails, one is the initial contact with the developer dated 8 August 2022, and 
the other is the first email relating to the Port Street East site, dated 29 September 2022. The second 
email has two attachments, a scheme plan and an elevation plan. 
 
Some information from the emails has been withheld under section 9(2)(a) of the Act to protect the 
privacy of natural persons. We considered the public interest in this information and decided that the 
need to withhold the information outweighed the public interest.  
 

2. Please provide me with the initial correspondence regarding the housing development in Port 
Street East – Feilding between the Manawatu District Council and Kāinga Ora/Housing NZ. 

 
On 31 January 2024, the Regional Director provided the Mayor, Helen Worboys a verbal overview of 
the Port Street East development. On 16 February 2024, the Manager Community Engagement and 
Partnerships and the Regional Director met with the Mayor and discussed the plans for the 
development and our engagement approach. 
 

3. Please advise the date and send a copy of the first notice and subsequent notices to home 
owners and neighbours in Port Street East regarding the proposed building in their area, also 
the route and area which was covered each time.  

 
Please find attached two notices sent to neighbouring properties. These are titled: 

• Housing opportunities near where you live, dated 1 February 2024 
• New homes coming to Feilding, dated March 2024 

 
A map of the intended notice delivery area for the March letter is also provided in the attachment. 
 

s 9(2)(a)
s 9(2)(a)

s 9(2)(a)



4. Please provide the research or relevant information which was used by Kāinga Ora to 
determine why Kainga Ora housing would be built in an area amongst private home owners 
with high value homes and if this is even appropriate. A copy of the Housing New Zealand Ltd 
or Kainga Ora policy regarding this would be appreciated. Some residents in the residential 
home that backs onto Port Street East have expressed concerns about their safety and access 
by tenants who may take shortcuts through their properties. Was this taken into account when 
you chose to place Kainga Ora housing just opposite their residence? Please explain your 
rationale?  

 
Kāinga Ora does not have a specific policy in relation to locating its homes in areas with privately 
owned high value homes. I am therefore refusing this part of your request under section 18(e) as the 
document alleged to contain the information does not exist.  
 
Where we develop homes is determined by the need for housing, and the opportunity to provide more 
homes in areas that are close to schools, public transport links, shops and other services whānau 
need access to. We want Kāinga Ora homes, and the communities they are in, to be pleasant and 
enjoyable places to live.  Our build programme is aligned to Ministry of Housing and Urban 
Development’s 2021 - 2024 Public Housing Plan:  
 
https://www.hud.govt.nz/assets/Uploads/Documents/Public-Housing-Plan-2021-2024-web.pdf  
 
I note that there is no robust evidence that Kāinga Ora activities negatively impact house prices in the 
surrounding areas. 
 
Kāinga Ora will meet all legal fencing requirements in relation to boundary fences with the immediate 
neighbouring properties. 
 

5. Please also provide evidence with examples of where else a building programme similar to this 
project has been carried out in other areas throughout New Zealand. What were the outcomes 
for both Kainga Ora clients and Private Home owners. Did Kainga Ora get direct feedback from 
private home owners, please provide evidence.   

  
Our website has details of building programmes Kāinga Ora is undertaking throughout the country. 
You can find out more at:https://kaingaora.govt.nz/en_NZ/urban-development-and-public-housing/  
 
Feedback from our customers and from private homeowners is not collected in a formal way. I am 
therefore refusing this part of your request under section 18(e) as the document alleged to contain 
information does not exist.  
 

6. A point that was raised was about the market value and property value of our current homes. 
Please provide an explanation from Kainga Ora as to why they seem unperturbed about the 
possible drop in the values of our homes in the Port Street East and surrounding areas. Is 
there research or evidence to show the policy or discussions around this topic. Please 
comment on the speculation that our houses are likely to devalue by 15% because of the 
Kainga Ora homes.  

 
I refer you to our answer to question 4. 
 

7. You spoke about the “perception about Kainga Ora housing”. An article was published recently 
in the New Zealand Herald about a brawl that took place in Gisborne which resulted in the 
death of 2 people. The article ended stated “The brawl took place in an area with a large 
number of Kainga Ora properties”. Our perception about the likely clients who will live in 
Kainga Ora housing also makes us feel unsafe and insecure. NZ Herald said “the state 
provider has been approached for comment” but none was offered, we would be very 

https://www.hud.govt.nz/assets/Uploads/Documents/Public-Housing-Plan-2021-2024-web.pdf
https://kaingaora.govt.nz/en_NZ/urban-development-and-public-housing/


interested to hear a comment from Kainga Ora regarding your perception of clients likely to 
inhabit Kainga Ora housing.   

 
As a social housing landlord, we care about both the wellbeing of our nearly 185,000 customers and 
the quality of the homes they live in. Of this number, around 40 percent are tamariki and rangatahi. 
We work hard to provide customers with warm, dry and safe homes where they can live well, with 
dignity and stability, in connected communities. Like all landlords, we manage our tenancies in 
keeping with the Residential Tenancies Act.  
 
We want Kāinga Ora homes and the communities they are in, to be pleasant and enjoyable places to 
live – and the vast majority are. However, when disruptive behaviour occurs, we take it seriously and 
aim to respond quickly and effectively. 
   

8. If we visited any Kainga Ora housing in any town or city or neighbourhood, we are likely to see 
unkept properties, where there is little or no interest in the gardens or grounds. This would be 
in great contrast to our properties. Please provide information and Kainga Ora policy on what 
expectations Kainga Ora places on your tenants to try to keep their properties clean, tidy and 
presentable to a high standard they are surrounded by. 

 
Like all landlords, we manage our tenancies in keeping with the Residential Tenancies Act.  
Our tenants sign the tenancy agreement that sets out their responsibilities which includes looking after 
their home and grounds by keeping them tidy, respecting neighbour’s peace, comfort and privacy, and 
letting us know as soon as possible when maintenance is needed.  
 
Information about the tenancy agreement and tenants’ responsibilities is published on our website at:  
https://kaingaora.govt.nz/en_NZ/tenants-and-communities/our-tenants/tenancy-agreement/  
 
Regular maintenance work and inspections are undertaken to keep the homes warm, dry, healthy and 
safe. 

 
9. You made a statement that the proposed new housing is going to be “family homes and that 

you don’t want to disrupt community”. Please provide Kainga Ora guidelines on how you plan 
to achieve this, what role your Community Development function has and how successful this 
ideology been in the past. You stated “based on experience, the dynamic community works 
well”.  Please provide evidence or evaluation reports from Kainga Ora/Housing NZ Ltd.  

 
Section 14 of the Kāinga Ora – Homes and Communities Act 2019 sets out our operating principles. 
This includes requirements for well-functioning urban environments. The legislation is available online 
at: https://www.legislation.govt.nz/act/public/2019/0050/latest/LMS196215.html  
 
Please find attached the Community Development Policy (POL-388) which sets out how Kāinga Ora 
supports sustainable, inclusive and thriving communities. I note that this is a new policy that is 
currently being implemented, and the associated guidance documents are still being prepared. You 
can also find out more about how we build communities on our website at: 
https://kaingaora.govt.nz/en_NZ/urban-development-and-public-housing/public-housing/keeping-the-
community-informed/  
 
Regarding the success of our work, we don’t hold formal evaluation reports, but can provide the 
following examples of evidence that shows communities working well: 
 

• https://kaingaora.govt.nz/en_NZ/news/photography-project-at-social-housing-complex-brings-
neighbours-together/ 

• https://kaingaora.govt.nz/en_NZ/news/growing-kai-and-communities/ 

https://kaingaora.govt.nz/en_NZ/tenants-and-communities/our-tenants/tenancy-agreement/
https://www.legislation.govt.nz/act/public/2019/0050/latest/LMS196215.html
https://kaingaora.govt.nz/en_NZ/urban-development-and-public-housing/public-housing/keeping-the-community-informed/
https://kaingaora.govt.nz/en_NZ/urban-development-and-public-housing/public-housing/keeping-the-community-informed/
https://kaingaora.govt.nz/en_NZ/news/photography-project-at-social-housing-complex-brings-neighbours-together/
https://kaingaora.govt.nz/en_NZ/news/photography-project-at-social-housing-complex-brings-neighbours-together/
https://kaingaora.govt.nz/en_NZ/news/growing-kai-and-communities/


• https://kaingaora.govt.nz/en_NZ/news/exciting-new-chapter-for-wellington-rolleston-street-
development-completed/ 

• https://kaingaora.govt.nz/en_NZ/news/our-lives-have-changed-hastings-customers-thrive-with-
community-and-connection/  

 
10. From our conversation, I noted that Kainga Ora do not have a screening process in place, 

despite that fact that most private Landlords and Property Managers have strict processes in 
place to determine if the prospective tenant is likely to be reliable for rent payments, tidy and 
respectful of the proposed property to rent. The documents used can be obtained from various 
websites including www.tenancy.govt.nz.  Under the Official Information Act, please provide 
me with the templates used by Kainga Ora and WINZ which are used to check on all 
prospective tenants and what criteria is used. 

 
Management, prioritisation and allocation of social housing is shared between the Ministry of Social 
Development (MSD) and Kāinga Ora. MSD carries out a needs assessment to identify an applicant’s 
housing need, level of priority and housing requirements. The applicant is placed on the Housing 
Register according to their priority. 
 
Kāinga Ora is responsible for matching applicants from the Social Housing Register, and customers 
from the Business Initiated Transfer Register to a suitable Kāinga Ora home according to placement 
priority. When a Kāinga Ora home becomes available, MSD provides Kāinga Ora with the details of 
individuals and whānau from the Housing Register whose housing and location needs match the 
property. Kāinga Ora then assesses this information, alongside any additional information gathered 
through conversations with applicants, to select the individual or whānau that is best suited to the 
home and community. 
 
The process for placing a customer into a home typically includes a detailed pre-housing conversation 
to ascertain their needs, reviewing available properties, liaising with support services and other 
agencies if required, and having prospective customers view the property.  
 
I attach our Pre-Housing Conversation Summary.  
    

11. From our conversation, I noted that Kainga Ora do not do regular checks on their properties, 
despite the fact that most private Landlords and Property Managers have strict processes in 
place to do regular checks on their properties, at least 3 monthly, to ensure there is no damage 
and the property is kept in good condition. Please provide me with the policies and the 
templates used by Kainga Ora, WINZ or Housing NZ Ltd to ensure the tenants are maintaining 
their property to a high or reasonable standard. How often are the checks done, by whom are 
they done, what notification process or consequence is in place if the property is not 
maintained to a high standard. Please provide evidence. 
 

As noted in our response to question 9 above, like all landlords, we manage our tenancies in keeping 
with the Residential Tenancies Act.  Therefore, our tenants sign a tenancy agreement that sets out 
their responsibilities which includes letting us know as soon as possible when maintenance is needed.  
 
As part of our tenancy management guidance, tenancies must be visited at least twice a year, once by 
an external contractor for a health and safety inspection and at least once by us to complete an annual 
visit.   

If a tenant is not meeting their tenant obligations and keeping the premises relatively clean and tidy, 
we will take appropriate action to remedy the issue. I have attached a copy of the template for a formal 
notification to remedy an issue, “Not meeting tenant obligations – section 56 (05-120)”.  

  

https://kaingaora.govt.nz/en_NZ/news/exciting-new-chapter-for-wellington-rolleston-street-development-completed/
https://kaingaora.govt.nz/en_NZ/news/exciting-new-chapter-for-wellington-rolleston-street-development-completed/
https://kaingaora.govt.nz/en_NZ/news/our-lives-have-changed-hastings-customers-thrive-with-community-and-connection/
https://kaingaora.govt.nz/en_NZ/news/our-lives-have-changed-hastings-customers-thrive-with-community-and-connection/


12. Which department or organisation is responsible for the selection of the proposed tenants (eg 
Kainga Ora or WINZ) and what policies, process or criteria do they follow? Is a check done 
with the Tenancy Tribunal to research about the prospective tenant? If not why not?   
 

I refer you to our answer to question 10. Additionally, as it is not the role of Kāinga Ora to determine 
eligibility or priority for housing need, Kāinga Ora does not conduct checks with the Tenancy Tribunal 
to research about prospective tenants. The pre housing conversation process (mentioned in question 
10) serves to identify a customers’ needs and place them appropriately.   
 

13. Tenancy Services has advice on “notice of anti-social behaviour informing tenants of anti-
social behaviour. What process does Kainga Ora and WINZ have if they receive a complaint 
from a concerned neighbour, and will this complaint be confidential? Please provide evidence.  
If we as neighbours wish to discuss our concerns a representative from Kainga Ora concerns, 
regarding the state of the Kainga Ora properties, what is the process from beginning to 
completion and are our concerns kept confidential? Please provide evidence of how many 
cases there were in the last 12 months (no names or details required), what action was taken 
by Kainga Ora (eg mediation, support etc) and how many were cases were rectified.  

 
When someone gets in touch with us with a concern about our customers’ behaviour, we work hard to 
get a full picture of what happened, including looking into any evidence that may be available. This 
can include a range of different things, like details of complaints made to other agencies, contact 
information for other people who witnessed the situation, or photos of any damage that may have 
been caused. 
 
Individuals can choose to remain anonymous when raising concerns if they prefer, and this commonly 
occurs. Where we do record the complainant’s details, this information is personal information, and as 
such, is kept in accordance with the Privacy Act 2020. In all cases, when following up on concerns we 
work hard to maintain the privacy of everyone involved. The concerns raised with us are mostly about 
minor things that are common sources of tension between neighbours across the country, such as 
noisy cars, lawns not being mowed regularly, or how often visitors are calling at a home. 
 
We also get concerns raised with us about more serious things which we consider disruptive 
behaviour. A range of things fall under this category, including behaviour that is aggressive, 
threatening or intimidating to neighbours, other customers or Kāinga Ora staff. 
Based on our current data, people got in touch with us 2,906 times with a concern that was considered 
serious disruptive behaviour from 1 January 2023 to 31 December 2023. Some of these concerns 
were later found to have no merit, did not require any action by us as a landlord, or were withdrawn. 
 
To put this into context, Kāinga Ora has approximately 65,000 social housing tenancies throughout 
Aotearoa – so we’re talking about a small proportion of our customers. 
 
You can find out more about our complaints process on our website, at: 
https://kaingaora.govt.nz/en_NZ/tenants-and-communities/our-neighbours/provide-feedback-or-a-
complaint/ 
 

14. Please provide evidence of any monetary contributions that were made by Kainga Ora or 
WINZ over the last 12 months to rectify issues in the Kainga Ora properties (eg repairing 
damage, cleaning, gardening, rubbish removal etc).   

 
I am refusing this part of your request under section 18(d) of the Act as this information is publicly 
available. Maintenance costs paid by Kāinga Ora can be found in the Annual Report published on our 
website at: 
https://kaingaora.govt.nz/assets/Publications/Annual-report/Annual-Report-2022-2023.pdf  
 

https://kaingaora.govt.nz/en_NZ/tenants-and-communities/our-neighbours/provide-feedback-or-a-complaint/
https://kaingaora.govt.nz/en_NZ/tenants-and-communities/our-neighbours/provide-feedback-or-a-complaint/
https://kaingaora.govt.nz/assets/Publications/Annual-report/Annual-Report-2022-2023.pdf


 
15. Please provide the policies on the process from a tenant leaving a property, to the new tenant 

moving in. How much of these cost gets passed on to the previous tenant? We are interested 
in the process for accountability and the restoration of the Kainga Ora property to a high 
standard.  

 
Please find attached the extracts from the document, Manage Tenant Vacating CT-749 within scope 
of this part of your request. 
 
Regarding passing costs to tenants, identifying liability for damage is not always straightforward. 
Under the Residential Tenancies Act 1986, a tenant is liable for damage if the damage was intentional 
or careless, rather than accidental. We seek to recover money for damage from customers where this 
is appropriate and where legislation allows for it. 

   
16. How many cases has Kainga Ora/Housing NZ or WINZ taken to the Tenancy Tribunal over the 

past 12 months. Please provide evidence (names, address not required).  
 
For the 12-month period 1 May 2023 through to 28 April 2024 Kāinga Ora has completed 424 
applications to the Tenancy Tribunal. This does not include applications for mediation or tenant-
initiated applications. Due to the manual nature of the records, the information may contain errors 
such as duplicate entries.  
 
Annually, the total number of applications we make to the Tenancy Tribunal equates to around two 
percent of all our tenancies. This includes minor incidents and situations resolved through mediation – 
so we’re talking about a very low proportion of our customers. 
 
 

17. I was surprised by your comment about housing for people with disabilities. May I recommend 
you reading a report by New Zealand Disability Support Network – Accessible housing for 
disabled people living in Aotearoa, New Zealand (2022)  https://nzdsn.org.nz/wp-
content/uploads/2022/11/20221109-Housing-paper.pdf  The report contradicts your opinion 
and puts forward a great argument about the need for housing for people with disabilities. It 
may be useful to work in with the Ministry of Health, Whatu Ora and Ministry of Disability 
Whaikaha to use a collaborative. As an aging mother of a child with a disability, I would very 
much welcome your consideration, especially as this would be the best time to make the 
Kainga Ora houses ‘accessible’ and create a community in Port Street for people with 
disabilities. 

 
Kāinga Ora has committed to ensuring that at least 15% of the new homes we are building across the 
country meet universal design standards, and the rest meet as many of these universal design 
standards as possible.  
 
The proposed Port Street East homes will meet universal design standards. This means they are 
easily adaptable to each individual’s accessibility needs, and the rest meet as many of these universal 
design standards as possible. 
 
Our Accessibility Policy is available online at:https://kaingaora.govt.nz/en_NZ/news/new-Kāinga-ora-
accessibility-policy/  
 
I trust this information is helpful to you. 
 

https://kaingaora.govt.nz/en_NZ/news/new-kainga-ora-accessibility-policy/
https://kaingaora.govt.nz/en_NZ/news/new-kainga-ora-accessibility-policy/


You have the right to seek an investigation and review by the Ombudsman of my decision on your 
request. Information about how to make a complaint is available at www.ombudsman.parliament.nz or 
Freephone 0800 802 602. 
 
Please note that Kāinga Ora proactively releases its responses to official information requests where 
possible. Our response to your request may be published at 
https://kaingaora.govt.nz/publications/official-information-requests/, with your personal information 
removed.  
 
 
Nāku noa, nā 

 

Graeme Broderick 
Regional Director, Taranaki Whanganui Manawatu 
 
 
 

http://www.ombudsman.parliament.nz/
https://kaingaora.govt.nz/publications/official-information-requests/


From:
To: Tanya Stewart
Subject: Houses
Date: Monday, 8 August 2022 3:31:25 PM

You don't often get email from glen@hillconstruction.builders. Learn why this is important

CAUTION: External email. Do not click or open attachments unless you recognise the sender and know
the content is safe. If unsure use the Report Phishing button.

Hello Tayna.

My name is . 

I have been your email about getting in touch with you about a few houses we are about to build.

We have a subdivision in Feilding.
I have a few houses with building content granted and are ready to start.

I’m looking at selling these houses.
Would this be something you would be interested in these?
All relevant information can be shared if you are keen.

Regards.
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1 February 2024 
 
 
Kia ora, 
 
Housing opportunities near where you live 
 
In Feilding, and across the Manawatū region, Kāinga Ora – Homes and Communities has a range of 
work underway to deliver new homes to help meet the demand in our communities.  
 
As part of this work, Kāinga Ora has an agreement with GL Corporation Limited that confirms our 
intention to own 20, two, three and four bedroom homes at 134 Port Street East in Feilding for public 
housing, once completed. The homes are expected to be ready for local people and families to move 
into by mid-2026.  
 
It is early stages of the development, and we are working collaboratively with the developer to ensure 
the homes will best meet the needs of the people and families who will live there, as well as the 
community.  
 
We will take over ownership of the development once the homes are finished, and we will keep you 
updated on the progress.  
 
If you prefer to receive updates via email, or if you have any further questions, please feel free to 
contact me on the details below. 
 
Ngā mihi 
 
Renée Regal  
Manager Community Engagement and Partnerships  
Kāinga Ora – Homes and Communities  
 
Email: Renee.Regal@kaingaora.govt.nz  
Phone: 021 998 724 or 0800 801 601 (please ask to be transferred) 
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Policy: Community development (POL-388) 
Issue Date 19 March 2024 Approved by Kāinga Ora Board 

Owner GM National Services Author  Operational Policy team 

 

Purpose 

1. This policy sets out how Kāinga Ora Homes and Communities (Kāinga Ora) supports sustainable, 
inclusive, and thriving communities in line with our legislated functions and operating principles, 
as well as our strategic objectives.  

2. It sets out the role Kāinga Ora takes in community development and associated activities and 
describes the parameters within which we operate. This includes: 

• why we undertake community development  
• which aspects of community development we focus on  
• aspects of community development better enabled by others.  

Scope 

3. This policy and the related procedures apply to all Kāinga Ora employees and contractors. 

Background 

Legislation 

4. The Kāinga Ora – Homes and Communities Act 2019 (the Kāinga Ora Act) sets out our objective 
to contribute to sustainable, inclusive and thriving communities that –  

 provide people with good quality, affordable housing choices that meet diverse needs; and 

 support good access to jobs, amenities, and services; and 

 otherwise sustain or enhance the overall economic, social, environmental, and cultural 
well-being of current and future generations. 

5. While that is a wide objective, our contribution to reaching those outcomes can only be by doing 
activities within our legislated functions. Section 13 (1) of the Kāinga Ora Act sets out our 
functions. The relevant functions of Kāinga Ora are: 
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Housing: 

(a) to provide rental housing, principally for those who need it most. 

(e) to provide housing or services related to housing as agent for the Crown or Crown 
entities. 

Urban development: 

(f) to initiate, facilitate, or undertake any urban development, whether on its own account, 
in partnership, or on behalf of other persons, including— 

(i) development of housing, including public housing and community housing, 
affordable housing, homes for first-home buyers, and market housing: 

(ii) development and renewal of urban environments, whether or not this 
includes housing development: 

(iii) development of related commercial, industrial, community, or other 
amenities, infrastructure, facilities, services, or works. 

 (h)  to understand, support, and enable the aspirations of communities in relation to urban 
development. 

(i)  to understand, support, and enable the aspirations of Māori in relation to urban 
development. 

6. Our operating principles guide us in how we perform our functions. Operating Principle 14(1)(h) 
under well-functioning urban environments is: assisting communities where it has housing stock 
to develop and thrive as cohesive and safe places to live. 

7. The Urban Development Act 2020 empowers Kāinga Ora to undertake and facilitate 
transformational, complex urban development that contributes to sustainable, inclusive and 
thriving communities.  

8. The Crown Entities Act 2004 states that a statutory entity can perform any functions that are 
incidental and related to, or consequential on, the functions in their Act. In performing the 
functions, Kāinga Ora must act consistently with its objectives.  

Strategic context 

9. The Kāinga Ora Strategy helps us contribute to inclusive and thriving communities by shaping the 
housing and urban development system. Outcomes include:  

• customers feel safe and secure in their homes and communities 
• customers are connected to their cultures and communities and participate in community 

life  
• partnerships and collaboration deliver place-based approaches to development. 

 
10. Te Rautaki Māori o Kāinga Ora - Kāinga Ora Māori Strategy helps us to better understand the 

wellbeing of Māori communities and how Kāinga Ora can play a supporting role in this. One of 
the focus areas is Partnerships. Key actions include: 

• supporting existing strategies that have place-based solutions (iwi strategies and 
community-based strategies) 
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• better understanding and improving the health of our partnerships and relationships with 
iwi and rōpū Māori. 
 

11. Our Community Strategy aims to ensure all our communities move towards being sustainable, 
inclusive and thriving. To achieve this, we engage with communities wherever they are on their 
journey, taking a strengths-based approach to understanding their needs and aspirations. We 
work with partners and stakeholders to harness each other’s strengths and resources. 
Community outcomes include:  

• our communities, iwi, hapū and whānau live in neighbourhoods that have access to housing, 
employment, social infrastructure, amenity, and services that support their wellbeing 

• connection and participation: Our communities, iwi, hapū and whānau connect through 
social networks that are inclusive and diverse, sharing experiences, spaces, and a sense of 
belonging, safety and identity 

• voice and influence: Our communities, iwi, hapū and whānau are engaged and feel 
understood, supported and are empowered in shaping their surrounding environments.  
 

12. He Toa Takitini – our Partnership and Engagement Framework provides clarity to guide our 
people on best practice, and builds organisational capability in order to develop, implement and 
embed partnership and engagement approaches within Kāinga Ora and deliver them 
consistently and with integrity. 

What is community development? 

13. Community development brings people together to work towards common goals, aimed at 
improving quality of life in their communities. It empowers community members and creates 
stronger and more connected communities. It focuses on building capability and capacity within 
communities so they can solve their own problems and achieve their aspirations together. It 
promotes inclusivity and diversity and empowers communities to act. 

14. It seeks to empower individuals and groups with the skills and connections needed to effect 
change within their communities. It involves broad community engagement to develop trust, 
understanding and social cohesion, identify shared aspirations and kawa/rules for living 
together, support a sense of common guardianship and determine pathways forward. 

15. In practice, community development looks different in different settings. Practitioners select 
activities that best suit the community they are working with. The below steps provide a high-
level outline of the different aspects of community development that will generally apply.  
Note: Community development is an iterative process and many of these steps occur throughout 
the community development cycle. 

• Recognise and connect – Understand who is in the existing community? Who is joining the 
community?  What is important to them? 

• Facilitate and co-ordinate connection opportunities – Enable connection by bringing 
groups together to build trust and create a shared sense of purpose.  

• Voices of the community - Listen to diverse members of the community. Facilitate 
opportunities for them to tell us, and each other, what is important to them.  
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• Connect and create - Present back to the community what we have heard. Work to 
establish a collective vision, create goals, set priorities and find solutions.  

• Build capability and autonomy - Identify leaders and build capability. Support the 
community to work towards their goals. Encourage the autonomy of the community. 

• Partner - Work with partners, including individuals and groups such as mana whenua, who 
are invested in the wellbeing of the community and want to see it thrive.  

• Build networks – Facilitate connections with government, local government, and other 
organisations who have a mandate and/or funding to contribute to communities.  

• Ongoing support – Our role decreases as leadership and capability in the community grows.  
Provide ongoing support as needed (for example, to help communities to achieve their 
aspirations, support communities experiencing significant change, and to account for 
succession).  

Placemaking 

16. Placemaking is a collaborative process whereby people collectively shape public spaces to 
benefit themselves, others, and the place itself. It is achieved through collaborative design 
processes, participation, activities, and events. It supports a sense of belonging and a 
community’s connection to place and each other when they see themselves reflected in their 
environment. Placemaking takes a community development approach and further enables 
Kāinga Ora to deliver on its functions.  

17. Placemaking activities at Kāinga Ora should also align with this policy.  

Operating Principles 

18. Section 14 of the Kāinga Ora Act sets out the operating principles that guide us in how we 
perform our functions. This policy supports Kāinga Ora to act consistently with the following 
operating principles:  

• Assisting communities where we have homes to develop and thrive as cohesive and safe 
places to live 

• Supporting our tenants to be well-connected to their communities, to lead lives with dignity 
and the greatest degree of independence possible, and to sustain tenancies 

• Partnering and engaging meaningfully with other persons and organisations, including 
having early and meaningful engagement with communities affected, or to be affected, by 
urban development 

• Partnering and having early and meaningful engagement with Māori and offering Māori 
opportunities to participate in urban development 

• Maximising alignment and synergies through our multiple functions in order to support 
inclusive, integrated housing and urban development 

• Identifying and protecting Māori interests in land, and recognising and providing for the 
relationship of Māori and their culture and traditions with their ancestral lands, water, sites, 
wāhi tapu and other taonga 
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• Ensuring our urban development contains quality infrastructure and amenities that support 
community needs 

• Operating in a manner that recognises environmental, cultural and heritage values. 

Policy 

Why does Kāinga Ora undertake community development?  

19. Community development supports Kāinga Ora to meet our legislated objective: to contribute to 
sustainable, inclusive, and thriving communities. Activities that help us to meet our objective 
must align with our legislative functions. 

20. Our operating principles guide us in how we perform our functions. They include 14(1)(h): 
assisting communities where it has housing stock to develop and thrive as cohesive and safe 
places to live.  

21. Community development at Kāinga Ora focuses on building the capability and autonomy of 
communities. This means strengthening a community’s ability to identify and realise their own 
goals and aspirations, rather than creating dependence on the services or resources of 
ourselves, or others. 

22. The sections below outline the community development activities Kāinga Ora is empowered to 
deliver under our functions, and in-line with our operating principles. 

Supporting customers to live in well-functioning communities  

23. Function 13(1)(a) to provide rental housing, principally for those who need it most underpins our 
function as a public housing landlord and enables Kāinga Ora to support our customers to live 
well.  

24. Related to this function is our ability to support customers to live in well-functioning 
communities. Working at a community level to ensure our customers live in safe, cohesive 
communities supports us to deliver on the public housing function.  

25. Landlord obligations include taking all reasonable steps to ensure none of the landlord’s other 
tenants interfere with the reasonable peace, comfort, or privacy of a tenant in the use of their 
premises.1 Community development plays a significant role in helping to minimise disruptive 
behaviour. It is critical in enabling people to be socially included and be a part of a community. 

26. The details of what this function does and does not support Kāinga Ora to undertake are 
captured in: Appendix A - What do our functions enable us to do?  

Supporting well-functioning urban environments  

27. Supporting well-functioning urban environments enables Kāinga Ora to deliver on the following 
functions in the Kāinga Ora Act: 

• 13(1)(f) to initiate, facilitate, or undertake urban development including housing, urban 
environments and related amenities, infrastructure services and works.  

 
1 Residential Tenancies Act 1986, s45(1)(e). 
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• 13(1)(h) to understand, support, and enable the aspirations of communities in relation to 
urban development. 

• 13(1)(i) to understand, support, and enable the aspirations of Māori in relation to urban 
development. 

28. Community development and placemaking activities to support these functions ensure that 
changes to physical aspects of the community such as buildings, infrastructure, amenities, 
facilities, services, or works are fit-for-purpose and meet the needs of the community.  

29. Activities aligned to these functions also support communities to adapt to changes to the make-
up of communities that come with moving to more medium-high density living, increasing the 
population in an area, increasing the amount of public housing in an area, or where we are 
supporting the sale of a large number of market homes.  

30. Activities to support these functions also helps to identify and mitigate the effects of urban 
development activity such as noise, mess and potential disruption to traffic and services. 

31. The details of what this function does and does not support Kāinga Ora to undertake are 
captured in: Appendix A - What do our functions enable us to do? 

Provide housing or services related to housing as an agent for the Crown 

32. At times, Kāinga Ora may be asked to provide housing or services related to housing as an agent 
for the Crown. Community development undertaken in line with this function still need to be 
providing housing or services related to housing. 

33. These are activities that have been specifically agreed in a formal agency relationship, so Kāinga 
Ora would typically act under instructions from the Crown and be directly funded by a Crown 
appropriation. 

34. Further information about what this function does and does not support Kāinga Ora to 
undertake are captured in: Appendix A - What do our functions enable us to do? 

Equipping spaces for use 

Kāinga Ora spaces 

35. In line with our housing function, Kāinga Ora can provide communal spaces in our 
developments, especially in medium-high density environments where customers may have 
access to less amenity within their private space.  

36. It is important that the community participate in decisions regarding the use of communal 
spaces, to ensure they are fit for purpose for the people who will be using them. 

37. Community development activities include funding resources to equip spaces in our own 
developments where the space serves as a logical extension of the home (i.e, it replaces a 
function that would be expected in a home). It is important that these spaces are adequately 
equipped and maintained (by Kāinga Ora) to ensure they are usable, inviting, functional and 
safe. 

38.  Examples of communal spaces include: 
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• spaces for socialising, including hosting events for family and friends (such as a birthday 
party or tangihanga) 

• outdoor space for children to play 
• laundry facilities 
• office or study spaces (including wi-fi). 

Public or community spaces 

39. In line with our urban development function, Kāinga Ora can upgrade public spaces and 
infrastructure where we undertake urban development. This could include spaces for 
community development, delivering skills programmes and service connections. 

40. When considering equipping these spaces, we need to ensure we are the right party to fund and 
that other partners do not have a stronger mandate to fund these costs.  

41. Planning for the equipping of spaces needs to happen early and in partnership with others to 
ensure spaces are at least equipped with basic amenity to ensure they are fit for their intended 
purpose.  

42. It is important that provisions are in place for the ongoing provision of resources, as well as a 
plan and clear accountability for maintenance. See also: Communal Spaces policy (TBC). 

Partnering with other organisations 

43. To support communities to achieve their goals and aspirations, and ensure our customers live in 
well-functioning communities, Kāinga Ora partners with other agencies and parties who have 
different mandates, funding and expertise than we do.  

44. When we are working in partnership with other agencies, we need to be able to meet the 
principle set out in He Toa Takitini of building enduring partnerships based on trust, respect and 
reciprocity. 

45. Our activity must align with the principle of mahi tahi. We seek a whole of government approach 
to partnerships and relationships to provide collaboration and continuity.  

46. We proactively pursue opportunities to partner with others (including community-based and 
not-for-profit organisations) to achieve broader outcomes than we could achieve alone. 

47. Our activity should also align with the principle of reciprocity and ako – reciprocity requires that 
as a partner, Kāinga Ora makes an appropriate contribution to initiatives where there are shared 
costs (see also: Appendix B – Decision-making framework for community development activity). 

48. Kāinga Ora may be able to support the provision of services or activities delivered by others by 
partnering with other agencies and contributing in-line with our legislative mandate, such as by: 

• providing and managing physical spaces from which services and activities can be provided 
from, for example communal rooms  

• coordinating activities (i.e. linking communities with funders, activities and services already 
provided in the community and with other parties who have a kaitiakitanga role in the 
community such as police, schools, marae and mana whenua) 
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• using our community development practitioners’ expertise to facilitate members of the 
community to connect, make decisions, plan and execute 

• participating in joined up outcomes on ‘as needed’ basis, for example in response to adverse 
events.  
Note: where flexibility is required, it is still important to follow the financial delegations 
framework.  

Delivering or contributing to specific Community Development activities 

49. Decisions related to whether Kāinga Ora can deliver or contribute to specific activities, projects, 
initiatives, or items required to support community development, will be made in-line with the 
Appendix B – Decision-making framework for community development activity.  

Accountability measures relating to Community Development activity 

Procurement 

50. As Kāinga Ora spends public money, all spending must meet standards of probity and financial 
prudence to ensure Kāinga Ora can withstand parliamentary and public scrutiny, as well as 
supporting trust and confidence in the delivery of our work. To support this, Kāinga Ora will 
follow procurement best practice.  

51. All spending undertaken to support community development activity must be in line with the 
Procurement Policy/Kaupapa Here Whiwhinga (POL-335) and where appropriate, Pā Harakeke 
(Social Procurement Framework). Spending must follow the approved methods of procuring 
goods and services as set out in Purchase to Pay Policy (POL-374). 

52. This policy should be read in conjunction with Mana Tuku Kaupapa Here (Delegations Policy) (SF-
POL-001). 

53. Business-sensitive expenditure must align to the Sensitive Expenditure policy (SF-POL-003). 

Koha 

54. Koha can be provided in line with the Koha Policy (POL-378). 

Evaluation 

55. Kāinga Ora will monitor and evaluate community development initiatives acknowledging that: 

• change in communities is dynamic and not often linear 
• success should be determined by the community and informed by existing strengths within 

the community.  

56. With this in mind, Kāinga Ora will measure indicators of success and outcomes as they change 
over time.  

Definitions 

57. The following definitions apply when interpreting this policy: 
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• Sustaining Tenancies Framework (POL-358) 

• Delegations framework (SF-POL-001) 

60. Relevant Kāinga Ora policies include: 

• Sustaining Tenancies - Disruptive Behaviour Policy (POL-335) 

• Sustaining Tenancies - Framework Policy (POL-358) 

• Policy: Complaints and feedback (POL-315) 

• Policy: Neighbours impacted by delivery activity (POL-387) (under development) 

• Community engagement on Kāinga Ora development activity Policy (POL-386)  

• Communal spaces policy (POL-389) (under development) 

• Sensitive expenditure policy (SF-POL-003) 

• Koha policy (POL-378) 

61. Relevant Kāinga Ora guidelines: 

• Guideline for supporting customer to settle in (CT-GDL-009) 

• Guideline for everyday customer conversations (CT-GDL-005) 

• Guideline for staying safe and secure (SS-GDL-110) 

62. Related Kāinga Ora processes:  

• Support customer wellbeing (CT-PRO-205) 

• Manage disruptive behaviour approach (CT-PRO-206) 

63. Related tools: 

• Government and External Engagement Frameworks  

Review 

64. We will review this Policy on an as required basis.  
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Appendix B – Decision-making framework for community development activity 

Use the below framework to help determine whether Kāinga Ora can undertake, contribute to, or deliver a community development activity, project, or initiative.  

1. Check whether the activity aligns with our functions. Does the activity help the community achieve one of the following outcomes? Which one(s)? How? 

a. Cohesion (building rapport, relationships, systems, networks, communication, understanding, co-operation, collaboration) 

b. Safety (feeling safe in the home, feeling safe in the community, knowing one another, knowing how to respond during an incident) 

c. Security (Trusting one another, feeling that physical items are safe, children are safe, relevant alerts and responses are in place, process for dealing with threats are in place, avenues for increasing security (eg, neighbourhood watch 
groups), ongoing threats to safety are identified and mitigated, customers and members of the community are supported to sustain tenancies or tenure in their homes) 

d. Quiet enjoyment (both for our customers and others affected by our customers, understanding issues that disturb quiet enjoyment and agreeing how to respond to them, including showing tolerance where noise is unavoidable) 

e. Autonomy (building capability, resourcefulness and resilience in the community) 

f. Well-functioning urban environments (does this activity help communities to inform the design of communal/public spaces?) 

g. Connection (does the activity help to connect new members into existing communities? Or people to spaces?) 

h. Participation (does the activity facilitate opportunities to participate in urban development (e.g., Construction Plus)) 

i. Ownership (does the activity promote a sense of ownership and foster pride in a community?)  

Provided the activity aligns to one or more of the above outcomes, consider the following questions to help determine whether it is appropriate for Kāinga Ora to fund: 

2. Is Kāinga Ora best placed to fund this activity? Is there anyone else in the community who may be better placed to deliver the activity? (ie, they already deliver similar activities, it is better aligned to their mandate and expertise, or they have 
funding for the specific purpose) 

3. Given what the community is trying to achieve, is the activity critical? What will happen if the activity is not funded? Will there be a negative impact on residents’ ability to live in well-functioning communities? Or to contribute to well-
functioning urban environments? Will important objectives related to larger programmes of work not be realised? 

Activities that are not enabled by our functions: 

Our function as a public housing landlord under section 13(1)(a) does not support Kāinga Ora to directly fund or contribute to activities or services that support customers and communities with their general wellbeing needs, or with lifting capability in 
ways unrelated to housing and sustaining tenancies.  

Our functions that support well-functioning urban environments do not support Kāinga Ora to work with communities who are not affected by our urban development activity or to directly fund or contribute to activities or services that enable 
communities with their aspirations that are unrelated to urban development.  
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05-020 Not meeting tenant obligations – section 56 

- Note: make sure a total of 14 calendar days’ notice is given from date of 
posting. Dates must allow for service times (an additional 2 working days for 
hand delivered or 4 working days if posted) 

- For repair of damage see 05-250 

- For money owing for rent/damage see 06-020 

- For not meeting obligations of section 40(2)(c) — disruptive behaviour see 05-
090 

 
@(Date) 
 
 
 
 
(IF the tenant is not living at the property also send a copy to the service address if 
different to tenancy address) 
@(Name) 
@(Address) 
@(Suburb) 
@(CITY) @(POSTCODE) 
 

Your customer reference: @(Cust_Ref_Number) 
 
Kia ora @(Name) 
 
Select Option 1, 2 or 3 
Keeping to your tenancy agreement 

Option 1 (not living at the property) When you signed your tenancy agreement, you 
agreed to live at @(property address) at all times. There is a high demand for public 
housing support in Aotearoa New Zealand — it is important those provided with public 
housing are living in that home. 

We understand you may no longer be living at your home. If you are not living in your 
home, you are not meeting the conditions of your tenancy agreement. We are therefore 
giving you 14 days’ notice to return to living in your home. 

What you need to do 

If you are still living in your home, please let us know. 
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If you are not living in your home, please return to living there by @(date_14 days + either 
2 or 4 working days from date of letter depending on delivery method). If this is not 
possible, please contact us so we can talk about it. 

If you do not return to living in your home, or do not contact us by @ (date_14 days + 2 or 
4 working days from date of letter), we may apply to the Tenancy Tribunal to end your 
tenancy. 

However, if you would like to end your tenancy, you need to give us 28 days’ notice in 
writing. END Option 1 

Option 2 (other breach of tenant responsibility excluding damage – already discussed) 
When you signed your tenancy agreement, you agreed to @(state section of the 
tenancy agreement that refers to the tenant obligation we are addressing, for example 
look after your home and grounds). 

On @(date) we talked about @(briefly record discussion, for example, the condition of 
your property, the long overgrown grass at your home, the car wreck). Unfortunately, 
this means that you are not meeting the conditions of your tenancy agreement. 
Therefore, we are giving you 14 days’ notice to fix this. END Option 2 

Option 3 (other breach of tenant responsibility excluding damage – unable to make 
contact) When you signed your tenancy agreement, you agreed to @(state section of 
the tenancy agreement that refers to the tenant obligation we are addressing, for 
example look after your home and grounds). 

We have been trying to contact you to talk about @(explain reason for trying to contact, 
for example, the condition of your property, the long overgrown grass at your home, the 
car wreck). Unfortunately, this means that you are not meeting the conditions of your 
tenancy agreement. We are giving you 14 days’ notice to fix this. END Option 3 

IF Option 2 or 3 THEN What you need to do 

• @(list work required to fix breach, for example, mow the lawn) 

• @(for example, remove the car wreck). 

Please do this by @(date_14 days + either 2 or 4 working days from date of letter 
depending on delivery method). 

If you need help or more time to complete this, please call us on 0800 801 601. We can talk 
about options and may be able to support you in other ways, including referral to support 
services. 

If this is not completed, we may apply to the Tenancy Tribunal for an order to have it fixed. 
END IF Option 2 or 3 

For all letters We need to visit you 
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IF Option 1 THEN We need to visit you to make sure you are living in your home. ELSE IF 
Option 2 or 3 THEN We need to visit you to make sure that this is completed. END IF We 
will visit you on: 

Date @(meeting_day_date_month_year) 

Time @(enter either a specific time or use the following format for a time range — 
between @(time_from) and @(time_to) 

Please call us if you need to change the visit to another time. 

You or another person who signed the tenancy agreement will need to be at home for 
this visit. 

Making it safe when we visit 

Please make sure any dogs at your home are securely tied up when we visit — they 
cannot be held on a lead. You can put your dog in a room or another space that can be 
securely closed. 

If you would like to talk about how to secure your dog please call us. If dogs are not 
secure, we will not be able to complete the visit. 

If you have any questions, please call us on 0800 801 601. When you call, we will ask for 
your customer reference — @(Cust_Ref_Number). 

We look forward to seeing you on @(inspection_date). 

Nāku, nā 

(Signature) 
@(Senior/Housing Support Manager) 
EITHER Senior Housing Support Manager OR Housing Support Manager END EITHER 
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2. Policy and Legislation  

 Policy Summary  
• Residential Tenancies Act (RTA) 1986. 

• Public Records Act 2005. 

• Privacy Act 1993. 

 Policy context 
Kāinga Ora tenants who are vacating their rental home are required to meet their 
obligations set out in the RTA.  
Where the tenant causes damage to the property, the tenant is liable for the cost of the 
damage repair. However, where the property will not be repaired, Kāinga Ora will need to 
consider other ways of measuring the compensation payable by the tenant, to reflect the 
loss in value of the property. In these cases advice must be sought from the Legal Team. 
If possible, Kāinga Ora tenants will be advised of debts or possible debts owing prior to 
vacating. 
It is our policy that abandoned goods are not to be stored at Kāinga Ora premises.  
Vacant days must be minimised through actively managing the vacation process of current 
tenants. 
 
 

 Business Rules 

Out of Scope
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3. Process map 




