PCW:
Partnership
Community
Worker

SUCCESS
STORIES

E hara taku toa he takitahi,
he toa takitini.
About the book.

My strength is not due to me alone,
but due to the strength of many.

A word from our Chief
Executive / Manukura
The Partnership Community Worker
(PCW) Service is critical to supporting the
health and wellbeing of Cantabrians. In
the past two years, COVID-19 has placed
incredible strain on our primary health
sector. It is essential that we ensure our
marginalised communities, who might
struggle with transport, health literacy,
taking time off work, whakamā, or other
difficulties, are engaging positively with
our health system.

Our PCWs work within their communities,
supporting Māori, Pasifika, low income,
refugees and migrants, to re-engage with
the health system and pursue improved
health outcomes. Their stories and the
feedback we receive from clients and
community partners, shows the diverse
and necessary work the PCWs perform.
Mark Liddle

A word from our Acting Chief
Operating Officer
The (PCW) Service is designed to
support whānau to engage with the
health system. For people who are
unable to access the available services
and supports, PCWs work with them to
reduce the barriers they face to ensure
they are not missing out. Our PCWs
have a particular focus on the Māori,
Pasifika, low income and culturally and
linguistically diverse communities within
Ōtautahi and throughout Waitaha. They
work closely with other organisations

within these communities to support
people to engage with the health system
and the available resources.
I’m deeply passionate about the
PCW service because it helps us fulfil
our purpose and supports the role
that Pegasus Health plays within the
Canterbury health system.
Lisa Brennan
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Our Purpose and Values
The PCW Service is a free, confidential navigation service. It is based
in the community and reflects the needs of the community.

OUR PURPOSE
Our purpose is to improve access and promote equity within health and social services,
and to understand inequalities in order to improve health outcomes for Māori,
Pasifika, low income, refugees and migrants. We give those who access the service the
opportunity to attain their highest level of health and wellbeing outcomes.

OUR VALUES
WHAKAWHANAUNGA
Connecting with
purpose

WHAKAHOA

MANAAKI

Partnership

Engaging
with respect

WHAKAMANA
Acting with integrity

TE TIRITI O WAITANGI
PARTNERSHIP
The PCW Service, partner agencies,
general practice teams and community
work together in unity in the shared
vision to improve the health and
wellbeing of the people of Canterbury.
We partner together in this common
goal with both Māori and non-Māori
community agencies.

PROTECTION
PCWs work with a wide range of people
from diverse backgrounds, and usually
when an individual is in a place of
vulnerability. They build relationships,
and work to enhance an individual’s

capacity to manage their own life in
ways that enhance wairua and mana.
They work to strengthen reciprocal
relationships, connectedness and a
sense of belonging and inclusion, whilst
protecting the values, beliefs and rights
of the individual.

PARTICIPATION
PCWs support people to participate in
accessing health services. They take the
time to engage, build rapport, develop
trust and identify what matters for that
individual. They work to foster client
self-determination, to empower, and to
give people the tools to manage their
own health and wellbeing.
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HOUSING

Providing peace of mind
Our PCW spoke to a 70-year-old from
the general practice she is attached to.
He had been told recently by a social
housing agency that he owed $700 but
did not have the money to repay his debt.
With the client’s permission to contact
the Ministry of Social Development
(MSD), the PCW was able to see what
could be done to fix the situation
immediately – rather than waiting until
the end of lockdown, when the debt
would be larger.

The MSD contact responded that day
and highlighted that the client had not
renewed his information.
The outcome was that MSD paid social
housing directly to clear the rent arrears.
This was passed onto the gentleman who
was very grateful for such an immediate
resolution to his problem and said it was
a load off his mind.

The PCW emailed the MSD contact with
the information requesting that she look
into the situation for the client.

CLIENT FEEDBACK
I feel very privileged to have had a PCW’s assistance
to complete my MSD application and offer me general
support. She is an asset to the PCW team. Her demeanour
was reassuring, pleasant and so capable. Management
of issues was first class.
Thank you - so much gratitude.

Offering a jump start
MENTAL HEALTH
The PCW checked in with an existing
client who is struggling with PostTraumatic Stress Disorder (PTSD),
anxiety and depression.
She had been worrying about how to
complete her documents for ten sessions
of subsidised counselling and get them
to MSD during the COVID-19 lockdown.
She had been seeing a counsellor who
makes home visits, but her connection
with him had lapsed. Not seeing the
counsellor and with the lockdown issues,
this became hard for

her... she could not think of how to go
about getting things started.
The PCW contacted the counsellor on
behalf of the client and explained the
situation. The counsellor said that he
was counselling his existing clients for
free. He felt the paperwork was too
confusing to complete for clients during
the lockdown and felt giving support
was more important than completing
paperwork.
He said he would contact the client and
as a result the client was offered free
counselling until after the lockdown.

MEDICAL SUPPORT

In-home flu jab for
an elderly gentleman
The PCW made a welfare call to a 94-yearold man living on his own. His home
help and Nurse Maude had stopped
their services and the only help he was
now receiving was a person to help him
shower.
This man was recovering from being
knocked over by a car, which had left him
too fearful to get into a car to go and get
his medications or flu vaccine.
He was very worried about not having
the flu vaccine considering his poor
health and age.
After many phone calls the PCW found
a pharmacist who was happy to call
around to this man’s home and give him
the flu vaccine.

Supporting Kiwi
returnee with MS
WINZ

A referral was received from a social
worker based in the client’s general
practice for a 49-year-old female who
has a diagnosis of Multiple Sclerosis (MS).

The client was experiencing grief over the
loss of a job that she loved and a country
that she loved living in, and around the
impacts of her MS.

The client had been living and working
in another country and lost their job due
to the COVID-19 pandemic, resulting in
her returning home to New Zealand.
The client needed to apply for a benefit
but found the process very difficult, due
to the cognitive challenges and fatigue
caused by her MS.

The PCW provided her with some
information about grief and support
options, and they also completed
the benefit application online with
the client over three home visits
and then supported her via email to
provide additional information for the
application as required by MSD.

CLIENT FEEDBACK
I am very grateful
that the PCW
understands what I am
going through at the
moment.

The PCW communicated with the referrer
to get the client’s GP to fill out the
paperwork for the Disability Allowance
and a pre-assessment form for the Total
Mobility Card, which allows the client to
be more active in the community with
the use of half-price taxi rides.

CLIENT FEEDBACK

I very much liked the visit
and help I am currently
receiving. It helps me to
really feel supported and I
have often wondered if there
was a support service like this.
It comes to those who wait.
A big thank you.

CLIENT FEEDBACK
I just wanted to say a big thank you for helping me with all
the stuff I needed help with. I appreciate it so much and
without you I wouldn't have got this far. You have helped me
in many ways others couldn't, and for that I appreciate it so
much. I hope you enjoy life, like I do right now, and remember that I'm
forever grateful. I would've given you a proper hug but due to COVID-19
I couldn't. I just wanna let you know how much you helped me and it
means the world to me. Thank you.

LGBTQI+ youth in need
ADVOCACY & SUPPORT
We received a referral from a Christchurch
Hospital Social Worker for an 18-yearold who, while in hospital for a routine
surgery, disclosed to staff that he was a
transgender male.
The hospital staff were supportive, but
his parents disowned him, so he was left
homeless. A member of the community
housed him, got him a bank account and
helped him apply for a benefit.
The PCW did a home visit and made
a plan to provide support. He has an
emotional age much lower than his
biological age and a diagnosis of dyslexia,
dyspraxia, and generalised anxiety. He
also struggles with phone calls, filling
out forms, and basic life skills.
The PCW provided
supports for him:

the

disability allowance to cover
ongoing medical costs, and the
depo provera injection to stop
menstruation which is an ongoing
distress for transgender males.
•

Supported at a GP appointment to
talk about his mental health. He
had to change housing so moved
into a different property and was
struggling with his mental health,
due to one of his parents contacting
him and turning up at places he
frequents.

•

Transported and supported at a
Health Improvement Practitioner
(HIP) appointment where he
spoke about his mental health and
concerns about his personal safety.
The HIP discussed safety options.

•

Made an appointment with
Community Law at The Loft and
provided transport and support to
discuss the option of a Protection
Order.

•

Provided caregivers with contact
details for the NZ Dyspraxia Support
Group as they were struggling with
his lack of basic life skills in the
home. The caregivers told the PCW
that they were unsure if they could

following

•

Supported him to change medical
practices and enrol with a genderaffirming GP.

•

Provided transport, a healthcare
voucher, and support for the initial
GP appointment.

•

Advocated for a referral to the
transgender psychological package
of care, a medical certificate for
MSD to reduce work obligations,

continue housing him due to his high
needs.
•

Facilitated an assessment with a
youth worker at 298 Youth Health
who supports transgender young
people, to explain the situation and
urgent need for mental health and
life skills support. The Youth Worker
arranged to have the transgender

package of care referral transferred
to them and an appointment was
made for the following week.
A plan was made between the PCW, the
youth worker and the young person.
The Youth Worker took over as support
person providing mental health and lifeskills support.

Advocating for a
holistic view of patient
ADVOCACY & SUPPORT
A PCW received a referral to support a
client to access the disability allowance
– and on meeting with him, discovered
that he had a lot of stress in his life.
The client had lost his job, had his drivers’
license removed due to illness, and had
recently separated from his partner of
many years. He had also recently had an
assessment for dementia.
The PCW accompanied the client when
he learned the results of his dementia
assessment. He was told that he had
early onset dementia but did not agree
with the assessment.
The client has a learning disability and
has struggled to learn to read and write.
The dementia test that was given to
him was a standard test that is given
to everyone, and the PCW was able to
advocate for the client – highlighting
not only his learning difficulties but
the enormous amount of stress he was
under at the time of the test.
He was able to take the test again, but
this time with his learning disability in
mind.

The doctor confirmed that she believes
the client does not have early onset
dementia but a learning difficulty, and
the amount of stress he had been under
was also affecting his memory.
When the client was given this
information, the PCW saw the relief in
his eyes. He said, “one load of stress has
been lifted and I can think more clearly
now.”

MEDICAL SUPPORT

Finding a GP to do
home visits in Level 3
During a Level 3 COVID-19 lockdown,
the PCW Service received a referral to
support a patient to find a GP that was
willing to do home visits.
The patient had advanced dementia and
needed a hospital level of care needed at
home, being bed-bound and requiring
hoists to be lifted. The patient was
receiving end-of-life palliative care.
The patient’s Enduring Power of Attorney
(EPOA) had been having difficulty getting
a community GP to make home visits.
The patient’s own doctor did not make
home visits and had never met the

patient before, due to the patient being
bed-bound.
The patient had multiple admissions to
hospital over a 12-month period, often
for pneumonia and respiratory issues.
The PCW contacted two GPs who she
thought may be able to support the
patient with home visits. Within two
days, the PCW had located a GP who was
able to help.
Working through the home-visit criteria
with the patient’s EPOA, the PCW was
able to facilitate a video call between the
GP and the EPOA, followed by a home
visit and a discussion about the best
way forward for the patient and family
members.

Messages of support from
our partners
I would just like to say, from an Emergency Department
social work perspective, how much we value the PCW
service.
The referral process is quick and easy.
We have weekly contact with the liaison, giving us the means
to speak face to face about any extenuating circumstances.
We have confidence that referrals will be picked up and the
patients will be supported.
All the contact we have had with the PCWs has been timely
and courteous, with the patient’s best interests foremost.
One of the social workers today shared this: “A referral was
sent at 5:30 pm during a COVID-19 lockdown, the social
worker received an email advising the patient had been
allocated at 6:00pm.”
Emergency Department
Christchurch Hospital

The PCW Service really is one of the best external agencies
we work with.
We are very blessed to have them.
Linwood College

Reliable.
“The PCW service
is invaluable to us
at Qtopia. Knowing
that we can refer
our young people to a partnership
community worker whenever they
need support in accessing a GP or other
services, and knowing that their PCW
will not only advocate for them but
will understand, appreciate, and be
responsive to their rainbow identity, is
massively beneficial to us.
We've referred a number of young people
in the time since we started working
with the PCWs, and knowing that they're
in safe and caring hands is absolutely
fantastic. Thanks, PCWs, for your vital
mahi!”
Qtopia

Conscientious.
Friendly.
Fun.
Calming.
Caring.
Professional.
Multitasker.
Nothing throws her.
Accommodating.
Non-judgmental.
Patient.
Kind.
Great at time management.
Always a pleasure to see her and a
dream to work alongside.
Linwood College

Anxiety at doctor’s visits
ADVOCACY & SUPPORT
The PCW team received a self-referral
from a 72-year-old client who needed
assistance to attend a CDHB postoperative appointment, following her
cancer surgery.
The client suffers from extreme
anxiety when required to attend any
health-related appointments. With no
immediate family or friends available to
support her with the appointment and
with limited mobility, the client contacted
the PCW Service for assistance with what
she knew had the potential to be a long

CLIENT FEEDBACK
The support I received
from the PCW has changed
my life. She enrolled me
with a GP who I get on well with,
and now I am confident to go
to the GP myself after support
from the PCW at my first two
appointments.

and tiring outpatient appointment.
The PCW transported the client to her
appointment, assisted with prechecks
and accompanied her to meet with the
specialist, as the client said she often
struggled to remember everything that
was discussed.
The client was informed her bowel
cancer had been removed successfully
and no further chemotherapy or other
treatment would be needed.
On the way home, the client stated
that she couldn’t have attended the
appointment without support and was
thankful for the PCW Service.

GP ENROLMENT/VISITS

Finding a local GP for
client on a work visa
The PCW team received a referral to
assist a 34-year-old Filipino client to
register with a medical centre, after he
presented to the Emergency Department
with a leg injury.
The PCW contacted the client by phone
in the first instance and was informed
that he had gone to the three medical
centres closest to his home that morning,
and was told by each that they weren’t
currently enrolling new patients.
The client was on a work visa and entitled
to enrol with a doctor for medical care in
New Zealand.
The PCW arranged to meet with him
later that morning and whilst with him,
called another medical centre, again
close to his home. The PCW was told he
would need to book an appointment to
see the doctor first, then his enrolment
could be completed if he was eligible for
healthcare in New Zealand.
The PCW drove the client to the medical
centre 15 minutes early and helped him
complete the enrolment form before
his appointment. The client had all
his correct visas, proof of address and

passport with him, so the medical centre
could process his enrolment easily.
The appointment was funded with a
Pegasus Healthcare Voucher, removing
any financial barriers for the client.

TRANSPORT

Helping a client attend
hospital appointment
One of our PCW team received a call from
a 58-year-old client’s medical centre.
The client was due to go for an x-ray the
following day and had a history of not
attending past health appointments
because they did not feel adequately
supported.
The client’s mental health community
support worker had contacted the
medical centre when informed of the
appointment and the practice had
then contacted the PCW service for
assistance.

During a Level 4 COVID lockdown, the
PCW let the client know that she could
not transport or support him personally.
After establishing that the client was
not able to organise his own transport,
the PCW booked a taxi to collect him
from home the next day. A taxi voucher
was dropped off with a note for hospital
staff to order a taxi home for the client,
as he did not have phone. The PCW also
supplied masks for the client.
Seven days later, the PCW spoke with the
client after he had received the news that
his x-ray results were clear.

REASONS FOR REFERRAL
TRANSPORT (415)
FINANCIAL (453)
ADVOCACY (823)
LACK OF INFO (465)
MENTAL HEALTH (455)
PHYSICAL HEALTH (626)
LACK OF SUPPORT/ISOLATION (339)
NAVIGATION (5)
CULTURE/LANGUAGE (118)
DNA (49)
FAMILY HARM (23)

We would like to thank the agencies listed below who are funded by
Pegasus Health Charitable Trust and employ the PCWs.

