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Be As CourAgeous As the PeoPle We Work Alongside
- Wesley Way touchstone
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For many years Government agencies and NGOs have been calling for 
better and more effective client engagement accompanied by a need 
for greater accountability to clients and funders.

By introducing a system designed to provide client feedback and 
privilege the clients’ voice, Wesley Community Action was able to monitor 
progress by clients towards achieving their goals which improved client 
satisfaction from a mere 25% of clients to 60% of clients. Wesley also 
found it had reduced the number of clients dropping out or leaving the 
service from 39% to 9%.

Says Robyn Pope, Wesley’s Practice Manager, “the system is client driven, 
strengths based and solution focused, and provides valuable data to 
support this.”

The system that Wesley introduced is called PCOMs (The Partners for

Change Outcome Management System)1, which:

•	 Uses simple sliding scales to solicit client feedback on factors 
proven to predict success, regardless of treatment model or the 
presenting problem.

•	 Provides objective, quantifiable data on the effectiveness of 
providers and systems of care.

•	 Provides a formalised mechanism for client preferences to guide 
the choice of intervention. 

Wesley first implemented PCOMs in 2009 using what Robyn Pope now 
refers to as a “Train and Hope” attempt. Robyn recalls, “we hosted Dr Barry 
Duncan (who co-developed PCOMs) to visit New Zealand and following 
his training, we hoped that staff would implement this great system that 
operationalised Wesley’s core values and beliefs.”

“However, it is fair to say that initial staff implementation struggled, we 
made a number of mistakes and learned heaps. Importantly we have 
persisted, we have established a peer review team, and concentrated 
our efforts on key client services such as our WATCH service, and we are 
now seeing some powerful results. We learned that implementing a new 
system/programme/belief is the very last part of a process. A Wesley 
PCOMS implementation team now has the oversight and resources to 
support a much more robust implementation process.

Wesley’s WATCH service supports young adults who are in court with 
offences usually because of their drug and alcohol issues. This service 
offers them the opportunity to work with our WATCH worker to make 
improvements in their lives before being sentenced, with the results of 

this work often favourably affecting the sentence.

Says Robyn, “We have been providing this service in Porirua and 
Wellington District Courts for over five years. We have had the same 
worker for the last three years with the same theories, models and 
techniques and same client group. The only difference was that when 
we focussed on introducing PCOMs, the results have been really exciting.”

Engagement:  In 2014 (1 January – 30 July) 61% clients engaged in 
the service for more than one session. Since August 2014 (PCOMs) the 
number of clients engaging increased to 95%.

Achievement of Goals: In 2014 (1 January – 20 July) 19 clients had their 
cases closed with 25% of Tauira reaching clinically significant change 
on their ORS scores2 (an increase of 6 points or more). Since August 
2014 (PCOMS) the number of closed cases that had reached clinically 
significant change increased to 60%.

Overall: since PCOMS was fully implemented at WATCH, we have 
reduced the number of people dropping out or exiting the service early 
–from 39% to 9% and have more than doubled the number of people 
that achieved all of their goals.

“By ensuring Wesley’s focus is on the key predictors of good client 
outcomes, we are supporting our clients to achieve their goals sooner. 
We are also supporting staff with a professional development tool and 
supporting the organisation to work smarter. All this has been done with 
the clients’ pen – not ours”, says Robyn.

To include PCOMs into your work, you allow the clients to assess, 
then measure, their current experiences against the reason they are 
working with you, using two scales – an Outcome Rating Scale (ORS) 
and Session Rating Scale (SRS). These are brief measures for tracking 
client functioning and the quality of the client-practitioner alliance. 
Each instrument takes less than a minute for clients to complete and 
for workers to score and interpret.

SSPA Member Wesley Community 
Action works to bring out the best 
in people and supports just and 
caring communities throughout 
the Wellington region. We work 
with people of all ages and stages of life.

www.wesleyca.org.nz

1. the Partners for Change outcome Management system (PCoMs): the heart and soul of Change Project,  
Barry l. duncan. Canadian Psychology / Psychologie canadienne  2012, Vol. 53, no. 2, 93–104;   2. refer box

“All the proof of a pudding is in the eating”
William Camden: Remaines of a Greater Worke Concerning Britaine, 1605
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shAne MurdoCh (ChAir)
Shane has been on the National Executive for the past four years. For the 
past five years he has been General Manager of Cholmondeley Children’s 
Centre, a community based emergency and respite care provider in 
Governors Bay, Christchurch.

Initially trained as a nurse, he moved from forensic mental health to 
Alcohol and Drug counselling in Wellington before joining Barnardos 
in various residential management roles over 10 years, during which he 
conducted a review of residential care nationally. Shane’s interests include 
the concepts of child rights and child centredness, and the organisational 
structures that ensure these as key principles in developing children’s 
services such as “out of home” care .

MAggy tAi rAkenA (iMMediAte PAst ChAir)
Maggy is the mother of two young adults and has provided a home for 
several foster children. She has a lifelong interest in the well-being of 
young people.

She is presently the Manager of START in Christchurch which provides 
specialist counselling for sexually abused children, youth and 
adults alongside support for their whānau, and prevention 
education for the wider community. She has been in the role for 
nearly 19 years and was involved in Early Childhood Education 

for many years prior to that. She has formal qualifications in Not-for-
Profit Management, Social Work, Early Childhood Education, Community 
Psychiatric Care and she is a Registered Social Worker. She is also involved 
in TOAH-NNEST, the national network for those involved in the field of 
sexual violence.

In December 2014 Maggy has been appointed to the CERA Transition 
Advisory Board as representative of the not-for-profit sector. She has served 
on the National Executive of SSPA for over 10 years, most recently as Chair.

rAeWyn BhAnA (dePuty ChAir)
Raewyn is of Māori and Indian descent, married with 
seven children.  She has worked in the social work 
terrain for the past 28 years. Her past roles have been 
in Child, Youth and Family (16 years), Manager for 
Counties Manukau Family Start (2 years), Manager for 
Te Hononga Presbyterian Support Services (2 years), 
National Manager Te Rūnanga A Iwi O Te Oranga Ake (2 years), Lecturer 
with Manukau Institute of Technology and Te Wānanga O Aotearoa (Dip 
S/W and BSW)

Currently she is the Manager for Safer Aotearoa Family Violence 
Prevention Network Group and Manager of the Whānau Ora Community 
Clinic in South Auckland. She has held the position of SSPA Deputy Chair 
for over 4 years. 

ssPA nAtionAl exeCutiVe & nAtionAl offiCe 2014-15

PCoMs — Client led QuAlity iMProVeMent WorkshoPs
if you and your organisation believe in treating clients with dignity and respect and want to dramatically improve the 
quality and impact of your services, then this workshop is for you.

The workshop will teach participants how to:

> Develop collaborative, change-focused relationships with clients

> Integrate the Outcome Rating Sale (ORS) and Session Rating Scale (SRS) into every meeting with clients

> Use these measures to develop clear, client-directed goals

> Co-operatively create interventions that honour clients’ theories, preferences, and resources

ABout the Presenters:
Dr. John Murphy is a Professor of Psychology and 
Counselling at the University of Central Arkansas 
in the US, and an internationally recognized 
author, practitioner, and trainer of collaborative 
approaches with young people, families, and 
schools. John completed post-doctoral family 
therapy with PCOMS co-developer Barry Duncan, 
and is a Section Leader with the Heart and Soul of 
Change Project. John is a sought-after workshop 
presenterwho has trained thousands of mental health professionals, 
counsel- lors, social workers, parents, and teachers throughout the world.  
See www.drjo hnmurphy.com to learn more about his work.

Robyn Pope is the Manager of Practice and 
Development at Wesley Community Action 
(WCA). She is the fully accredited trainer of 
PCOMS in New Zealand who has been trained 
and certified through the Heart and Soul of 
Change Project in North America. Robyn is 
also certified to train in the Strengths Based 
Framework from St Luke’s (Bendigo, Australia). 
She is a passionate leader, practitioner, and 

advocate for client-directed, practice- driven training and research that 
focuses on what works in the helping professions, and more importantly, 
how to deliver it on the front lines via client-based feedback.

Venues:
WEllinGtOn - Wednesday 25 March 2015, st John’s in the City, 
Corner Willis & dixon streets, 9.00 – 4.30pm

ChRistChuRCh - thursday 26 March 2015, st John of god 
Waipuna, 349 Woodham road, Avonside, 9.00 – 4.30pm

AuCklAnD - Friday 27 March 2015,  lifewise, 3131 great north 
road, new lynn, 9.00 – 4.30pm

register By 23 MArCh 2015 ViA eMAil 
or online:
> SSPA Members—$110+GST

> Non-members—$145+GST Contact us for group discounts 

Email: events@sspa.org.nz       

Online: www.sspa.org.nz/registration
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PAul hooPer (treAsurer)
Paul has been seconded back onto SSPA to represent the Organisation’s 
members in Otago.  Paul was previously an elected member of SSPA for 
four years.

Paul is the Director of Family Works Presbyterian Support Otago, and has 
been in that role for the past ten years.  Prior to that Paul was a field 
worker within the Royal NZ Foundation of the Blind before taking up 
an executive management role within that organisation over a twelve 
year period.  Paul recently completed further tertiary qualifications in 
Strategic and Human Resource Management to ensure that he keeps 
abreast of current thinking in these fields.

Paul has strong interests in the role and function of the Community 
Sector and the impact that we bring to support individuals, families and 
communities in the ever-changing environment we find ourselves in.

liz CAssidy – nelson
Liz is Manager for Lifeline Aotearoa Northland. She is a member of 
Aotearoa New Zealand Association of Social workers (ANZASW) and 
is an ANZASW National competency assessor. She provides clinical 
supervision to social workers and practitioners across disciplines.

Liz has also involved herself in local initiatives campaigning against 
Family Violence and currently attends Child Poverty Action Group (CPAG) 
forums. Liz is also a Board member for Manaia Health PHO in Whangarei.

irene te koeti
Irene worked at CYF for two and a half years before she left to go to the 
NGO sector and started working at the Child and Family Support Service 
(Family Works) of Presbyterian Support Southland where she has worked 
for more than 20 years – as a Social Worker, Team Leader and has been a 
Manager since June 2007. She has also completed a Master’s degree in 
Social Welfare at Otago University during that time.

Irene was first voted onto the SSPA National Executive Committee in 
September 2004. She is proud of what the committee has achieved and 
the place that SSPA has carved out for itself both in the sector and with 
Government.

helen sulliVAn
Helen has a strong background (32 years) working in the not for profit 
sector primarily in social services and has been the General Manager 
with HELP Foundation for the past 11 years. She has been a member of 
the SSPA National Executive for the past 5 years.

dee-Ann WolferstAn
Dee Ann is CEO of Te Whare Ruruhau O Meri Trust. She 
has a wealth of knowledge and expertise in the design 
and implementation of management structures as 
well as effective resource maximisation. She has solid 
employment credentials that validate her position 
as service-focused with a strong commitment to serving the needs of 
disparate communities and disadvantaged whānau.

Deeply committed to improving the quality of life for especially tamariki, 
she has a special interest in providing case management services for 
Māori impacted and devastated by the effects of domestic violence.

tAyo AgunleJikA
Tayo Agunlejika (BAgric.), (MSc Agric Econs) is a 
Nigerian born New Zealand Citizen and currently the 
Executive Director of Multicultural New Zealand, an 
umbrella organisation for the migrant and refugee 
communities of New Zealand.

Tayo is a member of Institute of Directors and serves on the Families 
Commission’s Ethnic Reference Group, Ministry of Culture and Heritage’s 
Commemorating Waitangi Day Fund Panel and Centre for Applied Cross-
Cultural Research’s Advisory board. He is the founder of New Zealand 
Africa Business, Sports and Tourism Limited (NZABUST) which seeks to 
facilitate networking opportunities between New Zealand and Africa for 
trade, services and investment.

kAthleen tuAi – tAufoou
Kathleen has recently  been co-opted to the SSPA 
National Executive as representative of Pacific 
service providers. She is the Chief Executive of Fonua 
Ola Network Trust and has held several Business 
Development and Advisory roles especially in relation 
to Pacific health provision and the Ministry of Social Development.

Kathleen is a qualified barrister and solicitor. She has recently been 
invited to sit on key committees. With her vast experience working in the 
Pacific community, Pacific Health and Social sectors and Pacific youth, 
SSPA is looking forward to her strong contribution of knowledge, skills 
and cultural competence.

tArA d’sousA (nAtionAl MAnAger)
Tara has a long history of engagement with the issues of child protection, 
family and community support. Prior to coming into this role she 
managed an international development and humanitarian programmes 
team and portfolio at Caritas Aotearoa New Zealand for 8 years. She has 
a Master’s degree in Social Work (specialising in Family & Child Welfare) 
and has worked in a number of agencies such as Child, Youth and Family 
and Presbyterian Support. Since September 2013 Tara has worked with 
SSPA to consistently voice the concerns of the children workforce in the 
current environment of Vulnerable Children’s Act, Children’s Action Plan 
and the changes to contracting and funding.

AyuMi sAkAkiBArA (eVents 
And AdMinistrAtion offiCer)
Ayumi is a graduate of Media and Communications 
and Event Management. She was involved with few 
NGOs and community programmes as a volunteer/ 
intern while studying. She has worked with SSPA 
for the past two years and is enjoying her multi-tasking role. She has 
completed a certificate in accounting and been working for the Inspiring 
Communities as a Financial Administrator.

Back row (left) Paul hooper, liz Cassidy-nelson, helen sullivan; front row (left) 
tara d’sousa. Maggy tai rakena, irene te koeti, shane Murdoch
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Following successful pre-Family Court reform workshops in Canterbury 
last year, Single Women as Parents (SWAP) and Right Service Right Time 
(RSRT) approached Ebborn Law and Social Service Providers Aotearoa 
(SSPA) and asked for an update for the sector. The result of that October 
2014 meeting was a series of three intensive workshops attended by 
over 150 people.

The subjects covered how the reforms had evolved, Family Dispute 
Resolution, Parenting Through Separation courses, types of Court 
documents and forms, domestic violence and issues for seniors. 
Information was also presented on the Non-Contact Orders available 
under the Victims of Violence Act and current and planned changes to 
the Children, Young Persons and their Families Act.

A total of 123 attendees registered for the morning workshops and 34 
for the afternoon workshop. In terms of gender 85% of attendees were 
female, 15% male.

The bulk of morning attendees were from the NGO sector (70%) with 
two-fifths coming from Government and Private / Business sectors. Most 
attendees (64%) worked with organisations who dealt with no specific 
target. Those who dealt with women (14%) were the next highest 
percentage, followed by families in general (8%) and Māori (7%). Three-
fifths of attendees worked for organisations dealing in domestic violence 
(22%), provided general social services (20%) or served children/
parenting/families (18%). One-tenth of attendees worked for providers 
of mental health services.

Because of the breadth of the subject and the limited time available 
a ‘world café’ style of presentation was incorporated. Ebborn Law 
staff facilitated many of the table-sized discussion groups with guest 
facilitators present. Damian Holt from Mental Health And Peer Support 
(MHAPS) led a discussion on McKenzie Friends. Bianca Tumai from 
Battered Women’s Trust talked about domestic violence. Sue Missen also 
facilitated; she runs the Parenting Through Separation courses in North 
Canterbury and Central Otago.

Fairway’s Jan Morrison helped in the morning sessions then stayed to 
participate in a panel discussion with family law practitioners in the 
afternoon, along with Det. Sgt Michael Freeman from Police Family 
Violence Team, Nigel Turner from Family Court registry and Amanda 
McGregor from Legal Aid. These people went above and beyond 
and their involvement was gratefully appreciated. Discussion with 
practitioners focused on changes to the CYPF Act, domestic violence 
issues and matters relating to s7A of the Care of Children Act (when 
lawyers are permitted to act).

The highlight for many at the morning session were two Family Court 
role-plays: an Issues Conference with no lawyers attending but with mum 
and dad volunteers from the audience, and a Directions Conference with 
mum and dad, counsel for both parties and a lawyer for the child, with 
“Judge” Erin Ebborn presiding.

Ebborn Law employs six litigators and specialises in family law. It’s a major 
provider of Family Legal Advice Service (FLAS) and legal aid and works 
closely with the social services to provide a holistic service to their clients. 
Jarrod Coburn, Chief Executive of Ebborn Law, says the workshops are an 
example of the law profession embracing the type of holistic practice 
that has been undertaken in the social services sector for many years.

“We started the firm in 2012 in response to the changes to how legal 
aid was funded. At that stage many family lawyers were talking about 
pulling out of legal aid altogether. Erin Ebborn’s years of experience 
in Family Law, combined with my business background, was the right 
combination to get it off the ground”, says Jarrod.

Both Jarrod and Erin have a long history of working with the community 
sector. They have incorporated that understanding of social capital and 
community activism into the practice.

“We agreed when we started the firm to use it for a greater good, but 
within strict business parameters”, he says, “We needed the company to 
be sustainable – after all we have staff and clients relying on us – but also 
felt the need to ensure benefits arising from our venture were shared 
among the communities we work with.

“One unbreakable rule we made was to avoid the feeling of entitlement 
that comes with success – it is a false belief as success never happens 
in isolation; there are hundreds of people and organisations helping us 
along the way”, says Jarrod.

“Working alongside Maggy Tai Rakena and the team from SSPA was a 
real pleasure. I know from experience the tensions that arise from NGO-
Private partnerships, often caused by financial inequity and differing 
world views.

“There is potential for such partnerships to bring benefits to everyone – 
especially mutual clients”, says Jarrod, “A problem is there are few senior 
managers in the private sector who have a background in community at 
the grass-roots level.”

Ebborn Law operates in Canterbury and is looking to serve Central Otago 
and the West Coast due to the high demand for legal aid services in 
those areas.

Visit  www.ebbornlaw.co.nz

next ssPA-ebborn law family Court Workshops:  
11 May – invercargill 
12 May – Cromwell 
13 May – dunedin

fAMily Court – ‘nAVigAting’ through the ChAnges

group discussion at family Court Workshop by ebborn law in Christchurch

Panel discussion at family Court Workshop by ebborn law in Christchurch.


