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Toitū te whenua

Toitū te mana

Toitū te tangata

whā ia te kotahitanga o te wairua,  
mā te rangimārie e paiheretia

Me mahi tahi tātou mo te oranga  
o ngā tāngata katoa.

Tē nei ngā moemoeā o Te Rō pū  
Ā whina Mate Petipeti o Aotearoa 

Tihei mauri ora

Hold fast to the land,  
our pride and people

Pursue unity of spirit,  
which is bound together by peace;

May we work as one  
for the wellbeing of all people.

These are the dreams  
and aspirations of PGFNZ
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About us

Ā Mātou Mahi
The Problem Gambling Foundation has been trading as PGF Group since October 2018. The 
organisation is a Charitable Trust operating nationally with services delivered under contract 
to the Ministry of Health (MoH) and funded from the gambling levy.

Established in 1988 as the Compulsive Gambling Society, 
the organisation started out as a telephone service then 
expanded to include face-to-face services as demand grew. 

In 2001, the Problem Gambling Foundation succeeded 
the Compulsive Gambling Society, moving away from 
an addictions and medical-based philosophy to a public 
health approach.

Today, we deliver treatment and public health services 
nationwide. We have a skilled and diverse workforce 
with staff who are qualified in clinical work and in health 
promotion. PGF Services provide free counselling, advice 
and support to gamblers and their families and works to 
ensure that support for our Mā ori clients fits a kaupapa  
Mā ori way of working.

Our specialist teams provide culturally and linguistically 
appropriate support to Asian and Pasifika communities 
living in New Zealand. Asian Family Services provide free, 
professional and confidential counselling, information and 
support in several languages and operate a nationwide 
helpline. Mapu Maia Pasifika Services provide a holistic, 
family-centred service which is free and confidential 
delivered by experienced and qualified staff that can 
support people in English, Samoan and Tongan. 
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Evidence-based advocacy 
influences decision 
makers and supports 
community action.

Effective Advocacy
Treatment services provided to 
all clients are mana enhancing, 
follow best practice, are 
culturally appropriate, 
sustainable, and are valued.

Successful Clients

Public health work supports 
harm minimisation and 
promotes family and 
community wellbeing.

Strong Communities

Innovative, evidence-based and 
value for money services and 
programmes delivered 
collaboratively and sustainably.

How We Work

Skilled and diverse organisation, 
passionate about individual, 
whā nau and community 
wellbeing and reducing harm 
from gambling.

Who We Are

Our Mission
To deliver public health 

and clinical services that 
support whānau/family and 

community wellbeing.
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  A socially just Aotearoa 
where all people flourish“ ”
Our Vision

Ā Mātou Moemoeā
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Chair’s Report

He Kō rero nā te Toihau

Sandra Geange
It’s been a challenging yet rewarding year to step into the Chair role.
Boards are needing to balance the addressing of immediate priorities such as workforce 
capacity, with longer term considerations around our people and environmental, social and 
governance aspects of our remit. Never before has the role of the Board been so critical in 
guiding and supporting organisations to overcome operational disruptions and long-term 
strategic challenges.  

harm these machines cause to individuals, communities 
and society. We also know how gambling harm 
disproportionately affects Mā ori, Pasifika, some Asian 
communities, rangitahi and people on lower incomes. The 
effects of gambling harm are widespread – child neglect, 
poverty, poor mental health, relationship breakdowns, 
loss of income, loss of employment, fraud and suicidal 
ideation. We know this must change.

There remains a real concern around online gambling, 
stemming from the lack of regulation in New Zealand, 
the growth of this form of gambling during COVID 
lockdowns, the increased impact on young people, and a 
clearly evidenced crossover between gaming and gambling 
(particularly loot boxes in games and the increasing use of 
gambling industry techniques by game developers). We 
will see more on this as the coming year progresses.

PGF Services, the core public health and clinical services 
capability within the PGF Group, has met targets across 
the board, in the context of the pandemic lockdown, 
escalating cost of living, and increased stress impacting 
our tā ngata whaiora.  Exciting innovations in the last year 
include the ‘screener’, an online self-administered tool that 
allows people to screen themselves for harmful gambling.  
Many have taken advantage of this tool.  The clinical and 
public health teams are to be commended for embracing 
tikanga Mā ori in everyday practice, over the last year, as 
well as fully embedding Te Whare Tapu Wha for both 
assessment and outcomes measures.  

A highlight of the year was continuing to work with the 
team at Kiwibank, to support their kiritaki (clients) to 

He aho ka whiria, he tā puku ka puta  
- when strands are woven together a plaited 
rope results.  This strength will continue to 
be of utmost importance as we continue to 
work together to support all communities in 

Aotearoa towards wellbeing.

The achievements of 2022 have been exceptional, 
with major milestones being met and expectations of 
performance exceeded, despite major challenges.  

One stand-out achievement, which has been in 
development for more than 10 years, is the independence 
of two divisions within the PGF Group - Asian Family 
Services (AFS) and Mapu Maia - now reporting to their 
own independent Boards and holding their own contracts 
directly with Te Whatu Ora/Health NZ.  In my time on 
the PGF Board I have seen the creation, development, 

and growth of these two organisations, each 
focussed on enhancing wellbeing and 

holistic health for a specific community 
in Aotearoa, now leaders respectively in 
Asian and Pasifika social services.    

The PGF Group, (PGF Services, AFS 
and Mapu Maia) now work together 
as close members of the same  
whā nau.  We use the metaphor 
of a four-plait rope, which when 
woven together is stronger than 
the separate strands.

We continued to work hard in 
public health, policy, advocacy 

and research fields over the 
last year to encourage 

any regulatory change 
that will help to 

minimise gambling 
harm, particularly 

with regards to 
pokies, the most 

harmful form 
of gambling 
in Aotearoa. 
As providers 
of these 
services, 
we see 

first-hand the 
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better manage gambling spend.  Over 450 kiritaki chose to 
block payments from their credit and debit cards to online 
gambling websites avoiding $6.7m in gambling spend.  
This is a huge achievement, with the data showing that 
some bank clients would otherwise have spent $150,000 
on gambling – a frightening statistic.  Our role in this work 
was the training of Kiwibank staff to offer this service to 
kiritaki and support them through this process.  We are 
also beginning to work with other banks to train their staff 
on harmful gambling and support them to have difficult 
conversations with their customers.

At the end of October this year we bid farewell to our 
much-loved Chief Executive of six years, Paula Snowden.  
Paula guided the organisation into a new chapter of 
growth and stability, with her inspirational leadership 
around social justice and equity for all New Zealanders, and 
her ability to connect our purpose and vision with those of 
our stakeholders, partners, our staff and tā ngata whaiora.   
I will miss Paula’s passion, vision and ability to communicate 
across all peoples.  Manaaki te atua ia koe, Paula.  

My vision for the PGF Group, shared by my fellow 
Trustees, is that of working innovatively, effectively, and 
in a culturally appropriate way to eliminate the causes of 
gambling harm and its consequences for communities, 
whā nau and individuals. We need to persuade authorities 
that we need methodologies and regulation that works 
to provide more comprehensive and culturally appropriate 
holistic mental health and addiction services, and to 
combat poverty, inequity and unfairness. This would 
achieve our vision of a socially just Aotearoa where all 
people flourish.



CEO’s Report

Tēnā koutou katoa

Our lives this year were again disrupted by the restrictions 
imposed due to COVID-19. Although this changed the 
way we had to work, I am proud of the team for facing 
these ongoing challenges with resilience and strength 
and continuing to support clients and engage with 
communities online.

When I reflect on our achievements this 
year, it is clear the team worked hard 

to overcome any obstacles that the 
COVID-19 pandemic created.

We reached a milestone in our 
Territorial Local Authority (TLA) 
work this year with a record 32 
councils now having sinking lid 
policies in place for pokies in 

their communities. While 
this policy doesn’t go far 
enough to reduce the 
harm from pokies, it 
is the best available 
to us and it is 
heartening to see 
so many councils 
recognise this. 
Of note this 
year is the Hutt 
City Council 
who voted 
unanimously 
to adopt 
what we 
term a ‘gold 
standard’ 

sinking lid 
policy with 

no relocations 
or club mergers 
permitted. We 

Paula Snowden
It is with sadness that I write this report for the last time as CEO of PGF Group. After six 
rewarding years, I have left the organisation to join Te Whatu Ora as Regional Director, 
Central at the National Public Health Service. I will continue in my new role to advocate for 
the prevention and minimisation of gambling harm and my passion for this mahi will always 
remain strong. 
I have thoroughly enjoyed my time at PGF Group and leave a dedicated and committed team 
providing support for those who have been affected by gambling harm, raising awareness in our 
communities and advocating for change that minimises the harm from gambling in Aotearoa.

also applaud the Council for its pledge to work with Local 
Government New Zealand around a government review of 
the Gambling Act 2003 and online gambling.

It has been one of our busiest years for advocacy work with 
councils as they caught up after COVID-19 lockdowns. We 
have been involved in 37 gambling policy reviews and I 
congratulate the team for all the hard mahi they have done 
and the great outcomes they have achieved. 

PGF Group submitted on the Ministry of Health’s Draft 
Strategy to Prevent and Minimise Gambling Harm 2022/23 
to 2024/25 this year focusing on: the need for stronger 
public health efforts around prevention of gambling harm; 
greater efforts to address the gambling environment 
through stronger regulations; and the need for clearer 
direction on how inequities will be addressed for priority 
populations including Mā ori, Pacific and Asian people. 

At the time of writing, the new Strategy is in place with 
some changes and new initiatives including the recognition 
of rangatahi as a priority population, the expansion of 
digital services and supports, and the development and 
evaluation of new services to increase choice.

We were thrilled to partner with AUT again this year to 
host the International Gambling Conference (IGC2022). 
After having to cancel the conference in 2020 due to 
the pandemic, it was wonderful to be able to network 
and catch up in person, renewing old acquaintances and 
creating new friendships. 

The conference had a special significance this year as we 
paid tribute to Ngā ti Whā tua o Orakei kaumatua Bob 
Hawke. We honoured the commitment and contribution 
made to the gambling harm sector by Bob Hawke 
and his whā nau at the mihi whakatau and opening. 
In acknowledgement of Matua Bob and the special 
relationship we had with him we dedicated the opening 
plenary session to be held at each IGC event for Mana 
whenua and Mā ori keynote addresses. It was a pleasure 
to host the Hawke whā nau at IGC and it was a fitting and 
very special opening to the conference.
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Although the conference was a hybrid event so delegates 
could attend either in person or online, it ran seamlessly 
and attendance was higher than anticipated despite the 
reduction in international delegates who were unable 
to travel. The three days were filled with interesting, 
informative and insightful presentations and we thank our 
keynotes, Dr Diana and Mark Kopua, Professor Amanda 
Roberts and Dr Aaron Drummond for their engaging and 
thought-provoking speeches.

One of the conference highlights was our large group of 
lived experience champions who attended the conference 
and made an invaluable contribution. We heard from 
four courageous speakers on the panel who shared their 
personal journeys and insights. It was a moving and 
informative session for all delegates. 

A huge thanks to the team at AUT for their technical and 
event management expertise and support, and to the 
organising committee which was reduced in numbers due 
to illness from COVID-19.

In March we were pleased to see the Minister of Internal 
Affairs Jan Tinetti launch the Government’s review of Class 
4 gambling regulations (pokies in pubs, clubs and TABs). 
After the heart-breaking experience of the Barrett family 
which we share later in this report, we knew change was 
long overdue and that stronger regulations for venue host 
responsibility and tougher penalties for breaches of these 
regulations, were imperative to minimise gambling harm 
from Class 4 pokies.  

PGF Group submitted and campaigned to encourage 
others to submit on this important issue. At the time of 
writing, Minister Tinetti has just announced the outcome 
of this review at PGF’s Auckland office. The changes to 
regulations will make the host responsibility requirements 
on Class 4 pokie venues “clearer, stronger and more 
enforceable.” 

We know this won’t be a silver bullet but do believe it is 
a step in the right direction and are thankful for Minister 
Tinetti’s passion and commitment to minimise the harm 
from gambling in Aotearoa. 

The PGF Services clinical support continued despite the 
ongoing challenges posed by lockdowns. The team showed 
such resilience, compassion and enthusiasm as they 
adapted to new ways of engaging with tā ngata whaiora. 
The PGF Services team focused on providing a mana 
enhancing service and it is great that this model of care will 
be featured in a book titled Problem Gambling Counselling 
and Treatment Approaches that is soon to be published.

We reached a milestone in our  
Territorial Local Authority (TLA) work  

this year with a record 32 councils now 
having sinking lid policies in place for  

pokies in their communities. 

This year has been a significant one for Asian Family 
Services (AFS) and Mapu Maia as they moved towards 
operating autonomously under the parent organisation 
of PGF Group. The Board and management congratulate 
them on their commitment and drive to grow and 
develop their services and we will continue to support 
both organisations in this journey. Mapu Maia  are still an 
integral part of PGF’s whā nau, sharing the same vision for 
a socially just Aotearoa where all people flourish.

Asian Family Services has again had a busy year responding 
to the needs of the Asian community due to COVID-19. 
They recieved an overwhelming number of referrals 
and calls to the Asian Helpline. Despite this, the team 
still participated in events, research, pilot projects and 
conferences. I commend the team for all the hard work 
they have done this year to support their communities.

The team at Mapu Maia have also seen COVID-19 impact 
heavily on the Pacific community with high presentations 
of mental health and co-exisiting needs coupled with the 
social needs of food, housing and employment. 

I am proud of the team for the work they did providing 
wellbeing and support services to the survivors of abuse 
through the Royal Commission of Inquiry into Abuse in Care.  

Finally, I want to acknowledge all our staff across Aotearoa 
who have worked tirelessly this year in trying times. Your 
passion, commitment and enthusiasm has seen us achieve 
great outcomes this year and it wouldn’t have been 
possible without you.

The Board are now in the process of recruiting my 
replacement with an announcement expected before 
Christmas. It has been a privilege to be part of this 
organisation and I want to acknowledge and thank the 
Board, our leadership team, all our staff, our valued 
stakeholders, supporters and friends. It’s been a great journey.

Mā  te wā  
Paula. 
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The Board

Te Poari

Sandra Geange 
PGF Group Chair

Sandra has over 20 years’ experience in executive leadership roles with iconic 
New Zealand brands specialising in marketing strategy, digital transformation and 
organisational expansion. After three years as CEO of the Middlemore Foundation, 
the charitable trust associated with the Counties Manukau District Health Board, 
Sandra currently works for her family business in the Waikato. Alongside her role 
as Chair for the PGF Group, she also sits on the Asia Pacific Advisory Board Chief 
Marketing Officer (CMO) Council and on the Wahanga O Te Rangi Trust Board.  

Richard Northey 
PGF Group and Asian Family Services (AFS) Board Member 

Richard was a Member of Parliament for nine years and chaired the Regulations 
Review Committee, along with three other select committees. He was a member 
of Auckland Council’s Governing Body and chaired the Accountability and 
Performance of Council and CCOs Committee. Richard was an Auckland City 
Councillor for 17 years. He is a National Councillor of Local Government New 
Zealand and he chairs the Auckland Community Housing Trust and the University 
of Auckland Society. Richard is an elected member and was chair of the Waitemata 
Local Board and on the Board of the Heart of the City Business Association. He 
chaired the Problem Gambling Foundation (now trading as PGF Group), for 15 of 
the last 19 years.

Peter Glensor 
Peter has been a member and chair of Hutt Valley District Health Board (DHB), 
chair of the national DHBs, and deputy chair of Capital and Coast DHB. He has 
also set up a new national body called ‘Hui E!’ that seeks to promote, strengthen 
and connect the community sector. Peter has been a Wellington Regional 
Councillor and was deputy chair responsible for public transport, economic 
development and flood management. He has over 40 years of wide-ranging 
community sector leadership experience including managing a Hutt Valley 
community health service and a national primary health network, Health Care 
Aotearoa. He was chair of the Alcohol Advisory Council (ALAC). Peter’s focus is 
on building strong, healthy and just communities throughout Aotearoa.

Neavin Broughton
Tēnā e te iti, tēnā e te rahi, i te tiketike, i te taketake
Ko au tēnei, te manawaiti e kaingakau ana i ngā tini maikuku o te oranga tangata 
Anei taku kete hei tohatoha, hei koha ki te ao
Ahakoa he iti, he iti nā te aroha 

Neavin has a strong whakapapa connection with iwi throughout the Taranaki 
region. Neavin is the Director of Manako Limited which specialises in providing 
bespoke Mā ori cultural capability development programmes. He has a passion for 
teaching and health promotion and has been heavily involved in the development 
and delivery of Mā ori cultural education programmes over the past 20+ years. He 
facilitates corporate education workshops to businesses, and both local and central 
government, tailoring education programmes to the specific needs of his clients.
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Uesifili Unasa
Deputy Chair PGF Group Board and Chair Pasifika Advisory Board 

Uesifili is an ordained minister in the Methodist Church of New Zealand. He has 
been in the ministry for over 30 years having served in parishes in Northland, 
Auckland and Dunedin. Uesifili has held senior leadership roles in the Methodist 
Church of New Zealand. He is currently serving as minister in the Waitakere 
Methodist Parish and the Superintendent of the Auckland Methodist Synod.

Uesifili is a graduate of the University of Otago where he completed  
post-graduate degrees in theological studies and the University of Auckland 
majoring in post-World War II foreign policies of the United States. In 2013 
he was a recipient of the prestigious International Visitors’ Leadership Award 
from the U.S State Department for his advocacy work amongst minority and 
marginalised communities in New Zealand.

Fred Pau
PGF Group Board and Chair Asian Family Services (AFS) Board 

Fred is a Chartered Accountant and a senior experienced Chief Financial 
Officer with broad and in-depth exposure to the aged care and retirement 
village industry, and the manufacturing and trading environment, in both the 
corporate and charitable sectors. He was previously the Chief Financial Officer 
for The Selwyn Foundation for 14 years. He has also worked in senior roles 
for Carter Holt Harvey, and Lane Walker Rudkin, as well as a stint overseas 
in Thailand. He is currently employed in the aged care and retirement village 
sector and provides consultancy services in a variety of areas.

Anne Fitisemanu
Alofi, Niue, Pago Pago, American Samoa. 

Anne is of Niuean, Samoan and European heritage. Her career has spanned 
leadership roles in health, education, local government and not-for-profits. 

As Chief Executive of TupuToa, since 2017, Anne has led the organisation’s vision 
to grow Mā ori and Pacific leaders for a greater Aotearoa, with exponential growth 
in the number of interns, partners and innovative programmes. In addition, she 
serves on the boards of the Pacific Corporation Foundation (Board Chair), National 
Deaf and Hard of Hearing Foundation and has previously served in leadership 
positions, PACIFICA Women’s National Board and YWCA National Board. 

Anne has a Master of Professional Business Administration from AUT and is an 
alumna of the Global Women Breakthrough Leaders Programme. 

The Board

Te Poari
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Statement of Service Performance

Te Tauā kī Mahi
Overall aim (Outcomes) - Ā  Mā tou Whāinga
PGF Group work to support the Ministry of Health’s Strategy to Prevent and Minimise Gambling Harm 2022/23 to 2024/25.

The overall goal of the Ministry of Health (MoH) is ‘Government, the gambling sector, communities and families/whā nau 
working together to prevent and minimise gambling harm, and to reduce related health inequities’.

PGF Group support the MoH’s goal through its mission and strategic priorities:

To deliver public health and clinical services that support whā nau and community wellbeing.

Health and Equity - Hāpai Te Ō ritetanga
Improving health and equity for all New Zealand population groups is a government priority.

In this strategic period, the MoH places a greater focus on equity.

“Gambling is a source of inequity and harm, especially to Mā ori and Pacific peoples.”

Successful Clients 
Manaaki Tā ngata

Treatment services provided to all clients are mana enhancing, follow best 
practice, are culturally appropriate, sustainable, and are valued

Strong Communities 
Hauora Whānui

Public health work supports harm minimisation and promotes family and 
community wellbeing

Effective Advocacy 
Hāpori Ā whina

Evidence-based advocacy influences decision makers and supports 
community action

Who we are 
Ko wai mātou

Skilled and diverse organisation, passionate about individual, whā nau and 
community wellbeing and reducing harm from gambling

How we work 
Me pē hea e tutuki ai

Innovative, evidence-based and value for money services and programmes 
delivered collaboratively and sustainably
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Statement of Service Performance

Te Tauā kī Mahi
Sub-measures (Outputs) - Ā  Mā tou Putanga
To support PGF Group’s strategic priorities, the following outputs are used:

Measurement
Actual 

this year 
(Jul-Jun 2021/22)

Actual 
last year 
(Jul-Jun 2020/21)

Grow total client numbers by 100 (client defined as a person  
who has received at least one form of intervention during the 
reporting period).

4540 4841

Increase Mā ori client numbers by 2.5%

Increase Pacific client numbers by 5%

Increase Asian client numbers by 3%

715
460
1295

1022
720
1444

Over 80% was reached in four of our five MoH clinical targets.  
Groups was the exception. 90% 86%

Produce 5 evidence-based gambling policy papers and/or submissions 30 27

PGF will be actively involved in at least six TLA gambling policy 
reviews including engaging with council policy analysts, encouraging 
submissions and completing at least one media article

37 47

20% increase in media interviews about gambling harm over a year. 46 77
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MOH contract income 5,694,086

Other income 2,827,411

Total Income 8,521,497

Staff costs 5,509,215

Depreciation 212,564

Interest paid 12,995

All other expenditure 2,538,952

Total Expenses 8,273,726

Total Surplus (Deficit) 247,771

Current Assets

Cash & bank balances 1,577,084

All other short-term assets 190,085

Total Current Assets 1,767,169

Non-Current Assets

Land 1,704,546

Buildings 1,132,125

Computers & office equipment 118,623

All other fixed assets 193,911

Total Non-Current Assets 3,149,205

Total Assets 4,916,374

Liabilities

All other current liabilities 2,121,883

Total Current Liabilities 2,121,883

All non-current liabilities 290,000

Total Liabilities 2,411,883

Equity

General accumulated funds 2,504,491

Trust Equity 2,504,491

Total Liabilities & Equity 4,916,374

2022 Facts and Figures

Te Tauā kī  Pū tea
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Advocacy
We continue to actively advocate for changes to policy  
and regulation that will minimise the harm from gambling 
in Aotearoa.

Our mahi this year with Territorial Local Authority (TLA) 
gambling policy reviews has been particularly strong. We 
have been involved in 37 reviews over the last year including 
Lower Hutt, Mackenzie, Christchurch, Horowhenua, Ō pō tiki, 
Nelson, South Waikato, Ruapehu, Gisborne, Southland, 
Tararua, Waitaki, Whakatā ne, Matamata-Piako, and Selwyn.

A highlight of the year was the Hutt City Council voting 
unanimously to adopt a “gold standard” sinking lid policy 
with no relocations or club mergers permitted. With 
high numbers of pokies, significant annual losses and a 
concentration of the machines in high deprivation areas, 
Lower Hutt placed 10th out of all New Zealand TLAs in 
terms of losses to pokies per capita.

After lengthy community engagement, disruptions due to 
COVID-19 restrictions, and meetings with policy analysts 
and councillors, the outcome was one of the best policies 
we have seen in recent years. Council went above and 
beyond and included additional measures to not apply 
for, or accept, Class 4 gambling funding. Council will 
also no longer allow new venues to be established in 
Council-owned buildings. Recognising the limitations of a 
sinking lid, efforts to address harm minimisation were also 
considered. The Council have pledged that they will work 
with Local Government New Zealand around a government 
review of the Gambling Act 2003 and online gambling.

This was an outstanding and rewarding outcome, especially 
as it marked Aotearoa’s 30th TLA with a sinking lid policy.  

At the time of writing this report there are 32 councils that 
have implemented or retained sinking lid policies, which is 
the strongest policy option available to minimise the harm 
from gambling. We are still hearing many councils calling 
on government for legislative change to enable them to 
make additional changes to minimise the harm from pokie 
gambling at a community level including the call to replace 
the community funding system that relies on people in 
our more deprived communities putting money into pokie 
machines. And as the losses on pokies rapidly approaches 
$1 billion, that call is getting stronger.

PGF also made other substantive submissions including on 
the Ministry of Health’s Strategy to Prevent and Minimise 
Gambling Harm 2022/23 to 2024/25, on Christchurch 

2022 – The year that was

Kia Whiwhi Oranga Tonutanga

Casino’s application to trial an 
EFTPOS terminal at gaming 
tables for the purchase of 
gaming chips in June 2021 
which the Commission 
decided to decline, and on the 
Productivity Commission’s ‘A 
fair chance for all – breaking 
the disadvantage cycle’ inquiry 
in which we focused on how 
gamblers, their whānau, and 
communities face persistent 
disadvantage due to harmful 
gambling. 

One of the most significant submissions we made this 
year was on the Government’s review of Class 4 gambling 
regulations (pokies in pubs, clubs and TABs). This review was 
launched in March by Hon Jan Tinetti, Minister of Internal 
Affairs, with an aim to reduce the harm from pokies to 
vulnerable communities in Aotearoa. The review focused 
on how we can make Class 4 pokie venues safer, how we 
can make pokie machines safer and how we can strengthen 
penalties and enforcements for breaches of regulations. 
PGF launched a campaign to encourage organisations, 
individuals, and other social services to have their say 
about reducing the harm from pokies in our communities. 
We were pleased with the support we received and 
the organisations that took the time to write informed 
submissions, including the Mental Health Foundation and 
the Royal Australian College of Psychiatrists. 

At the time of writing this report, Minister Tinetti has 
just announced the outcome of this review at PGF’s 
Auckland office. The changes to regulations will make the 
host responsibility requirements on Class 4 pokie venues 
“clearer, stronger and more enforceable.” This includes 
mandatory annual training for all staff dealing with 
gamblers, new requirements around the steps venues must 
follow to identify harmful gambling, and a range of new 
infringement offences to help penalise those who fail to 
comply with harm minimisation regulations.

While PGF believes these regulations don’t go far enough 
and are disappointed that the changes don’t include any 
modifications to the actual pokie machines to make them 
less harmful, they are a step in the right direction and we 
look forward to seeing a review of the Gambling Act 2003, 
which is long overdue.

This was another year significantly impacted by COVID-19 restrictions, particularly in Auckland 
where there were more and longer lockdowns requiring staff and clients to continue to adapt 
to new ways of working. We can be proud of what we achieved over this time and can now 
reflect on the challenges and opportunities we confronted as we worked to minimise the 
harm from gambling in our communities.
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A family’s story of gambling harm
We sincerely thank those people who share their stories 
of gambling harm whether it’s their own journey with 
gambling or the experience of someone close to them. 
It is so powerful, an extremely courageous thing to do, 
and can often lead to positive change.  

The story we share with you in this report has been 
written with the permission of Paul Barrett. It has 
featured on Stuff online in print and as a video clip. 
We sincerely thank Paul and his family for allowing 
us to share their experience as it played a big part in 
the Government’s decision to review Class 4 pokie 
regulations to reduce harm.

Paul Barrett’s father Morgan spent about $500k in three 
years on pokies at various venues in the Canterbury region. 
The money came from an insurance settlement the family 
received after losing their home in the 2011 Christchurch 
earthquakes. Morgan Barrett then tragically died of a heart 
attack leaving his family destitute.

At one particular venue, Morgan Barrett spent more than 
$75,000 over 300 days, making regular Eftpos withdrawals 
and visiting nearly every second day.

The Department of Internal Affairs (DIA) agreed to 
prosecute the venue owner for failing to provide effective 
host responsibility and identify a problem gambler. After 
taking nearly three years to go to trial at the Christchurch 
District Court, the case was thrown out by the Judge as the 
policies were insufficient to sustain a conviction. The venue 
was then given name suppression and the family were left 
with nothing. They had to cope with the death of their 
father and husband and the devastating realisation that 
Morgan had hidden his gambling from them for years. 

This story is a good example of how hidden a gambling 
problem can be. There are no physical signs or symptoms 
as with drugs or alcohol, and the gambler can often easily 
explain long absences or the financial implications.  It is so 
difficult to spot the signs.

We know pokies are highly addictive and the most harmful 
form of gambling in Aotearoa. Venue host responsibility is 
vital to ensure that gamblers showing signs of gambling 

harm are identified and supported. The pokie venues 
where Morgan gambled failed to intervene despite the 
clear signs of harmful gambling. Since then, the family has 
been trying to get answers and accountability. 

As mentioned earlier in this report, Minister of Internal 
Affairs Jan Tinetti has just announced the outcome of 
the Government’s review into Class 4 gambling (pokies 
in pubs, clubs and TABS). The changes to regulations will 
make the host responsibility requirements on Class 4 pokie 
venues “clearer, stronger and more enforceable.” This 
includes mandatory annual training for all staff dealing 
with gamblers, new requirements around the steps venues 
must follow to identify harmful gambling, and a range of 
new infringement offences to help penalise those who fail 
to comply with harm minimisation regulations.

These changes won’t be a silver bullet and so much more 
needs to be done. But we sincerely hope that these new 
regulations will go some way to ensure that nothing like 
the Barrett family’s experience ever happens again. 

I went on this journey to get something done 
– what, I didn’t know. To right a wrong, to 
stop it happening to anyone else, a better 

understanding of what happened, and why 
so many people failed to act? Everyone has 
said this is a tragedy but why has it taken so 
long to do something? I have also come to 
learn it’s not just about identifying problem 

gamblers – it’s about helping them and 
their families because the pain is terrible 
and picking up the pieces is not easy for 

anyone. The aftermath is devastating, the 
recovery for my family has been from despair 
to anger… to want to make change for the 

better of the community.

Paul Barrett

Awareness raising
Gambling Harm Awareness Week 2021

This year’s Gambling Harm Awareness Week was 
significantly impacted by the COVID-19 lockdown 
restrictions and many events and activities were postponed 
to a later date or cancelled. During the week, we used 
various media to promote our online gambling harm 
screening tool – encouraging people to ‘test their 
gambling during Gambling Harm Awareness Week.’

When someone completes the online test, they receive a 
personalised report and the option of sharing their results 
and talking it over with a qualified counsellor.

Sharing our knowledge

An important part of the work we do is sharing our 
knowledge in a way that is useful and meaningful to all 

our stakeholders and that also helps us in our advocacy 
work. We do this through media interviews, our quarterly 
newsletters to volunteers and supporters, and our online 
platforms including social media. Today’s Stories, our three 
day a week bulletin of gambling-related stories from New 
Zealand and around the world, continues to be a popular 
source of information for our subscribers.

We applaud the people with lived experience of gambling 
harm who passionately and bravely share their stories. 
Whether it’s for the media, for a blog post, or as part of a 
submission for a local council gambling policy review, their 
stories are powerful. They are empowering for those who 
may be struggling with their own gambling, and often assist 
in influencing decision-makers, leading to more effective 
policy to prevent and mininise the harm from gambling.
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After the global pandemic led 
to the cancellation of IGC in 
2020, we were relieved and 
excited to once again be back 
together at IGC2022. For the 
first time, the conference was 
a hybrid event so delegates 
could choose to attend online 
or in person. The technology 
performed seemlessly thanks 
to the AUT technical support 
team and AUT Events for their 
consistent and reliable support. 

COVID-19 did still have a big impact on attendance with 
reduced numbers of international delegates who were 
unable to travel, presenters falling ill during the week and 
the organising committee reduced to three during the 
conference. Nevertheless it was a great success and we 
received positive and encouraging feedback. There were 
enough delegates attending in person to make it a warm 
and inviting environment with plenty of opportunity to 
network.

The three days were filled with interesting, informative and 
insightful presentations. 

The mihi whakatau, the moving tribute to Matua Bob 
Hawke and welcoming the Hawke whā nau from Ngā ti 
Whā tua Ō rā kei,  was a fitting and very special opening to 
the conference. 

The welcome addresses, including Minister of Internal 
Affairs Hon. Jan Tinetti’s encouraging words to delegates, 
set the scene for the korero and presentations that 
followed over the three days.  

We had an incredible lineup of  
keynote speakers:

Dr Diana Kopua and Tohunga Mark Kopua challenged 
our thinking and enlightened us on the mahi they do as 
founders and Manukura of Te Kurahuna: Mahi a Atua. 
They teach alternatives to Western models, using a 
culturally sensitive new therapy to address mental distress 
and suffering amongst Mā ori. 

Professor Amanda Roberts 
from the University of Lincoln, 
United Kingdom, spoke 
about disordered gambling 
– harms, trends, patterns 
and treatments. It was an 
enlightening presentation 
about the gambling 
environment in the United 
Kingdom and highlighted the 
similarities and differences 
between gambling in 
Aotearoa and the UK.  

International Gambling 
Conference 2022 (IGC2022)

He haerenga – A journey from harm to well-being
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Feedback 

I have never attended a conference 
before, so this was a real eye-opening 

experience for me. The amount of 
matauranga and whanaungatanga in 

such a short time was empowering and 
created a drive inside of me to want to 
gain more knowledge and connections 

moving forward. 

Scholarship recipient 

I thoroughly enjoyed all aspects of the 
conference and appreciate how much 

work must be involved in the organising 
and co-ordinating of the sessions.  

The hybrid sessions and links across  
many time zones were extremely  

well co-ordinated.  
The AUT venue, facilities and  

catering were excellent and ideal  
for such a conference.  

Above all I appreciated the opportunities 
to meet and talk with people with a 

wide range of backgrounds, expertise 
and areas of interest who all reminded 
me how many wonderful people are 

working so hard to help those afflicted 
by gambling problems. 

 

Scholarship recipient 

Dr Aaron Drummond spoke 
about the increasingly 
grey area between what 
is considered gaming and 
what is gambling along with 
insights into common game 
features, such as loot boxes 
which are psychologically 
akin to gambling. 

We were pleased to have the conference enhanced by the 
large number of lived experience attendees – they were 
a valued and welcomed presence. The lived experience 
panel was informative, emotional and very engaging. We 
heard from four courageous speakers who shared their 
personal journeys and insights – an invaluable session for 
all delegates.  

We are grateful to the Ministry of Health for its support of 
IGC and for covering the cost of the scholarships, enabling 
many people to attend who wouldn’t otherwise have 
been able to.

Our delegates were from the preventing and minimising 
gambling harm sector, the Department of Internal Affairs, 
the gambling industry (representatives from SkyCity and 
the Class 4 sector), researchers, academics and people 
with lived experience of gambling harm. 

We look forward to the next IGC in 2024.  
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PGF Services

2410  

Number of  
clients helped 

140  

Number of 
collaborations 

8981  

Number of 
interventions 

295  

Number of  
Public Health  

events & activities

1733  

Number of  
new clients 

Tēnā koutou katoa,

Ko Ranginui kei runga 

Ko Papatū ānuku kei raro

Ko ngā tāngata kei waenganui 

Tihei Mauri Ora

Ko Tāngata Te Tiriti te iwi

Ko Mead te hapu

Nō  Rotorua ahau engari, ko Ō tautahi taku kainga noho,

Ko Bridgitte Thornley tāku ingoa

E mahi ana au hei (Pou Ā rahi) ki PGF Services.

Most people who experience gambling harm in Aotearoa 
(over 80%) do not ever seek treatment (Abbott, 
2016). This statistic is even higher for whā nau who are 
affected by someone else’s gambling so our mahi is in 
the community to reduce barriers and increase options 
for those impacted to seek help. Ease of access to PGF 
Services is actively planned and wherever a person is or 
whatever their motivation, we engage. Giving immediate 
support is prioritised so we are open to all methods of 
contact including walk-ins, phone, live chat, text, email, 
social media platforms, or a referral from an external 
agency. 

Tā ngata whaiora who have been experiencing gambling 
harm have often been self-managing their problems for 
many years and can come to us with high levels of anxiety 
and stress, so we are mindful of manaaki; to be helpful, 
calming, and resourceful at first point of contact. The 
combination of health promotion and clinical services 
working side by side decreases the stigma of help seeking. 

It was moving to hear of a first-time caller who was 
experiencing gambling harm from the pokies, say that 
after connecting with our health promoters at a night 
market in Tā maki Makaurau, she took away a pamphlet 
and pen, then made the decision to seek help and is now 
taking steps to improve her situation. 

PGF Services is the counselling and public health general service for PGF Group (The Problem 
Gambling Foundation of New Zealand trades as PGF Group). We are a team of 25, with 
offices in most larger towns and cities from Auckland to Dunedin. Our qualified counsellors 
provide free, professional, and confidential counselling for anyone affected by gambling harm 
including their whā nau, colleagues or friends. Our counsellors provide a complete package of 
care for tā ngata whaiora, using evidence- based counselling theories and practice models. Our 
services include individual face-to-face, phone and online counselling, whā nau counselling, 
group counselling and education. We have a dedicated public health team based in Auckland, 
Hamilton, Wellington, and Christchurch who are on the ground engaging with communities 
most affected by gambling, raising awareness, and building resilience to gambling harm.
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Mana Enhancing Service Development
All kaimahi at PGF Services continue to attend monthly 
hui kaitiaki and grow their cultural competency in working 
with Mā ori. Te Reo has been incorporated into all our 
communication, including our website and resources for 
tā ngata whaiora and hapori (communities). We are seeing 
increased confidence in using Te Reo amongst our kaimahi, 
a clear focus on engaging whā nau in our counselling 
sessions and each team has chosen to adopt a bi-lingual 
title as their passion to engage with Te Ao Mā ori  
increases. Our counsellors connect with and deliver 
clinics in many kaupapa Mā ori services across Aotearoa 
and our Hauora Whā nui team have targets to prioritise 
their engagement with Mā ori services. This strategy is 
ensuring we are engaged and accessible with Mā ori in 

their communities and we are pleased to have been given 
the opportunity to explain our mana enhancing service 
strategy in a book titled Problem Gambling Counselling 
and Treatment Approaches that is to be published in 2022. 
We delivered presentations on this for the Cutting Edge 
2021 Summer Series Conference and the International 
Gambling Conference (IGC2022).

We wish to thank Ayla Hoeta (Maramataka expert) for 
introducing the use of Maramataka and observing Matariki 
in a way that integrates into our mahi and engagement 
with tā ngata whaiora. The workshop was supported 
with daily, then weekly resources to integrate its use and 
feedback from kaimahi is that they are making good use 
of the Maramataka training and resources.
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Mana Whenua, Mana Atua & Mana Tangata: 
The power of land, creation, and people

He Hapori Ora (A Well Community) is a visual representation of PGF Services. Our vision, mission, strategic goals and 
our service functions are captured within the realms of Ranganui, Papatū ā nuku, and Tā ne, bringing together our 
cultural needs and manaaki for hapori (communities), with each other, and with tā ngata whaiora and their whā nau 
like a healthy eco system. At PGF Services we see each realm as equally important and working together in harmony, 
requiring interactions at different levels to produce a safe and nurturing environment to reach our aspirations 
and carry out our work effectively. The interconnectedness of He Hapori Ora reinforces the ideas of creation and 
continuous life cycles that are essential to Mā tauranga Mā ori.
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Clinical Services  
PGF Services maintained its strong performance and delivery 
of both our clinical and public health work, as we continued 
to deliver services through the COVID-19 lockdown periods. 
During the lockdowns our counsellors competently shifted 
to offering remote support options such as phone and 
video conferencing, and the public health team was able 
to stay in touch with community groups online. I want to 
acknowledge the outstanding resilience our kaimahi have 
shown during another year of living through a pandemic. PGF 
Services helped 2410 individuals and offered close to 9000 
clinical interventions this year. We collaborated with 140 
organisations and facilitated nearly 300 events and activities.

PGF Services has developed a mana enhancing approach to 
engagement which has proved invaluable for connecting 
people into our service. Previously, all new appointments 
were booked by non-clinical staff. Approximately a third 
of new clients didn’t attend their first appointment. We 
then introduced duty counsellors to offer immediate clinical 
support via phone, email, SMS or live chat. We found that 
the first impression given to the client greatly influenced their 
success. Our duty counsellors focus on engagement, being 
approachable and caring, and proactively aim to reduce any 
barriers. They don’t give up on people, offering them the 
support to stay engaged until their face-to-face appointment. 

In August, the duty counsellors workshopped and designed 
a model of care with the support from Dr Jane Oakes from 
Adelaide, Australia. We wish to acknowledge and thank Dr 

E Screener
During 2021 we expanded our counselling intervention 
options to include an e-health intervention on our website. 
E-health interventions are proven to be attractive to 
gamblers and effective at reducing gambling related harm. 
We were aware that many people visit our website seeking 
information about gambling who may not be ready or 
needing to attend counselling but were checking to see 
if their gambling was causing themselves or others harm. 
PGF were pleased to be part of a national and international 
team of expertise in preventing and minimising gambling 
harm to complete the initial scoping and workshop of 
the design. We wish to thank the University of Auckland, 
Deakin University in Australia, and The Salvation Army Oasis 
Centre for Gambling Harm for the collaboration.

We now have a low-intensity e-health self-assessment 
placed on our website that takes about 10 minutes to 
complete which provides a personalised report to the 
person completing it. The survey screens for gambling harm 
using the Problem Gambling Severity Index (PGSI) and the 
gambling pathways model. It also covers confidence and 
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E-screener results  
Date: July 21 – June 22
There were 615 positive brief interventions, 
80% of them had never sought help for 
their gambling before, and 102 asked to be 
contacted by a counsellor.
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Oakes who has extensive experience in the gambling sector 
in Australia and was the clinical manager for the helpline 
service, Turning Point, for many years. Her completed 
Doctorate investigated the experiences of gamblers’ help-
seeking behaviours and engagement. We further wish to 
thank the panel of people with lived experience and Dr 
Simone Rodda from Auckland University who reviewed our 
model and provided valuable feedback. 

Key concepts within our duty counselling model of care 
are Kia Tau (to settle), Manaaki (engage), Wā nanga (to 
understand/impart knowledge), Kia Tā pato (check risk), and 
Awhi (to support and evaluate). Taking a mana enhancing 
approach to engagement has increased our attendance 
rates and client satisfaction. We are committed to making 
the first door as wide as possible for everyone to enter. The 
model is now embedded as the pathway for all tā ngata 
whaiora entering PGF Services and has since been presented 
at the International Gambling Conference and Cutting Edge 
Conference in 2022. 

Cont’d over page



Page | 21

Face 
to face 
support

PGF Services Client Satisfaction Survey

What kind of support from PGF Services did you value the most? What they said

“Being able to speak to someone with 
no judgement. Being offered ideas to 

help when things got hard.”
“Came to PGF a total mess. 

Thoughtful, listening and 
communicative. Counsellor enabled 

me to stop and look at my situation / 
myself, gave me support and pointed 

me toward other help.”
“Each gambling problem is different, 

you can’t fix everyone the same 
way. My counsellor treated me as an 

individual and not like everyone else”
“Encouragement, validation of  
my efforts, hearing appropriate 
personal experiences of others, 
learning new ideas and skills”

“I felt supported and also wasn’t 
judged. I realised I’m not the only  

one with a problem.”
“My support person was so 
approachable and friendly  

that it was easy to talk with him. 
There were no high expectations or 
judgments cast but encouragement 

and a listening ear.”
“Having someone behind me to 

support me and talk through ideas or 
how to solve things was inspiring”
“The duty counsellor was amazing  

to deal with on the phone, she  
listened and offered advice and also 
told me when I was doing a great job. 
She was easy to talk to and I was able 

to unload everything. She was able  
to give me guidance on how the 
Gambler “might” be feeling but 

ultimately ensured that what  
I was doing was safe for myself  

and my children.”

of responders rated  
us high for how  
easy it was for  
them to find  
PGF Services

of responders rated 
us high for how 

approachable and 
helpful we were  
when they first  
made contact

of responders 
rated us high for 

feeling respected 
and listened to 

when talking to our 
counsellors

rated us high for  
how helpful PGF 

Services were for  
their wellbeing

of responders  
would recommend 

us to a friend or 
colleague 

92.5% 97.5% 97% 94% 94%

Flexibility 
of booking 
appointments

57

84

7522
17

113
11

19 17

64

Phone  
counselling

Other

Resources

Being able to 
address other 

issues besides 
gambling

Whā nau/
Family 

involvement

Supportive text messages  
between sessions

Cultural 
support

Email 
counselling

Therapy 
groups

What empowered and inspired you to take action while at  
PGF Services?

Client Care, Manaaki Tā ngata 
Every person and every journey is unique. It is our hope and 
intention that tangata feel respected, safe, and comfortable 
with us every step of the way, that they are fully consulted 
and listened to, and their mana is enhanced as they 
journey with us. During the year we sought feedback 
from 157 tā ngata whaiora and 94% of the responses 
were very positive. Overall, the positive responses reflect 
the immediacy of our service (being able to speak to a 
counsellor from the first contact) and that tā ngata whaiora 
feel respected and heard. This is the third year of tracking 
our evaluations with similar results each year which 
continues to indicate a valuable and esteemed service. 

motivation to change. The personalised report includes a 
comparison of the person’s gambling against other people 
in Aotearoa and helps to identify what motivates them to 
gamble as well as identifying some strengths they have. 
Participants can save the report online or print a copy 
and are offered the option of sharing their results with a 
gambling counsellor. 

We have had 800 individuals complete the screen .  
Of these, 615 showed results of having gambling harm, 
80% of whom had never sought help previously and  
102 asked to speak to a counsellor about their results.  
We are impressed with how popular the e-screen is and 
are pleased with providing another means to reduce 
barriers to help seeking behaviour. 

To try the screen, go to:  
https://screener.pgf.nz/gambling-survey

Hua Oranga Outcome Measure
As our Pou Ā whina have been incorporating Te Whare 
Tapa Whā  more into their clinical practice they called for 
a change to our assessment documents and screening 
structures to match this model and incorporate its use for 
everyone who comes to our service. We met their request 
and added the Hua Oranga (The Pathway to Wellness) 
Te Ao Mā ori outcome measure (currently used by Health 
Improvement Practitioners in the Access and Choice 
initiative) to sit alongside our standard gambling harm 
screens.

Hua Oranga was developed by Te Kani Kingi  
[http://hdl.handle.net/10179/2079] and is an outcome 
measure based on the Te Whare Tapa Whā  model of 
health. PGF engaged Health Literacy NZ to deliver “train 
the trainer” to all our team leaders who then trained all 
our pou ā whina/counsellors in the use of the tool. We 
also updated our assessment documents so that the 
completion of the clinical case history matches the Te 
Whare Tapa Whā  structure. Our tā ngata whaiora have 
been positive about the changes.

Hauora whā nui/Public health  
highlights
The hauora whā nui (public health) team are making 
meaningful connections through whanaungatanga in their 
communities. Staff are mindful of the communities they 
work with, their stakeholders, and making appropriate 
contacts and engagement when hosting educational hui 
on gambling harm, raising awareness and leading events. 
Local knowledge (including tikanga) and connections are 
essential to our mahi as is the use of “Te Pae Mā hutonga” 
(Mā ori health model) for planning our work ahead.

The team was again impacted by COVID-19 lockdowns 
and most of our Gambling Harm Awareness Week 
events were cancelled to be delivered later in the year. 
This was disheartening for the team but they initiated 
some significant pieces of work and their wellbeing and 
motivation has been good. An example of their mahi 
included their ability to harness their resources online with 
Alcohol Healthwatch and encourage communities across  
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Tā maki Makaurau to participate in a consultation process on 
signs and advertising at liquor stores. For this project they 
spoke to the connections of alcohol and harmful gambling 
and were able to engage the LGBTQ community, Mā ori 
services and general alcohol and other drug networks.

PGF is proud of the 240 local presentations and events 
delivered, and the mahi they have achieved to keep 
awareness of gambling harm at the forefront for mental 
health and addictions services. The team also engaged their 
networks to participate in multiple national submissions 
including the Ministry of Health’s Strategy to Prevent 
and Minimise Gambling Harm 2022/23 to 2024/25, the 
Department of Internal Affair’s Review of Class 4 Gambling 
(Pokies) that was launched by Minister Jan Tinetti, the 
Ministry of Health’s repealing and replacing of the Mental 
Health Act, as well as supporting PGF Group’s work with 
council gambling policy reviews, facilitating submission 
writing workshops and engaging the community to provide 
insights on the impact of gambling harm. 

During the Population Health Intensive Week 2022 our  
team supported the students’ kaupapa and this was the feedback:

Kia ora PGF team, 

On behalf of our Population Health Intensive Team, we just wanted to say  
a massive thank you for your kō rero with us throughout the week.” 

“From the project point of view, you brought to the table a voice from within the 
community, from those who have been fighting the good fight for a while now.  

You advised, encouraged, and sacrificed your time for us.”

From a personal perspective, you inspired and educated  
us on the impact problem gambling has on  

our communities. It was eye-opening and moving to see  
the complexity of the issue. 

Case Study - Te Oranga e Rikoriko ai
An excellent example of innovation during the COVID-19 
lockdown was the initiation of an online forum for 
education and support for anyone wanting to learn more 
about gambling harm. The audience changes each month 
and has included council members, students, and new 
social services and public health staff.  Topics include 
effective gambling harm screening, current policy activities 
and raising awareness on gambling harm. The hui is 
also open to anyone struggling with urges and cravings 
to gamble and people who were trying to manage the 
impact of COVID-19 lockdowns. We always provide clinical 
support and can move into a breakout room for any clinical 
concerns raised. Evaluations so far have proven that the 
conversations have been valuable and have led to follow 
up connections and on-going kō rero across the sector.

 

“Love the platform and environment to be 
able to support each other in the Gambling 
Harm space.” 

(Feedback from participant).
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Case Study:  
Otara 2022 Ngā  Wahine
In June, PGF Services hosted two online and 
one in-person event for women of Otara 
to share in the history and achievements 
of the past and present actions to improve 
their futures. Keynote speakers Noma Sio 
Faimlu and Nita Ropata-Riki presented 
on the challenges and successes they 
had faced in their local community of 
Otara. Noma Sio Faimlu reported on the 
creation and development of Te Takutai 
a Kiwa and the number of programmes 
that continue to support the arts. She 
also spoke of her role in securing several 
projects that are supportive of rangatahi 
working in music such as REMIX Hip Hop 
and Sistema Aotearoa. Nita Ropata-Riki 
from PGF Services talked about the history 
of the voluntary community action groups 
and their role in reducing alcohol and 
gambling harm. She recalled how the past 
actions of members of the Otara Gambling 
and Alcohol Action Group (OGAAG) had 
supported the Auckland Council’s ‘sinking 
lid’ policy as well as the campaign ‘No More 
Pokies in our Community’ with positive 
results.  Participants reported that the 
events were “awesome, inspirational and 
informative” and many wanted to support 
future events and join OGAAG after 
attending.

Summary
It has been another eventful, and at times challenging, 
12 months at PGF Services. We acknowledge that 
our tā ngata whaiora were also experiencing greater 
distress and challenges and as a result were presenting 
with more complex and co-existing issues of mental 
health and addiction. We are appreciative of the team’s 
successes as the pandemic continued to impact on our 
tā ngata whaiora, the hapori we work in, as well as their 
own wellbeing. Exceptional pieces of work have been 
accomplished in this reporting period and we can be proud 
of our ability to adapt and shift to online formats. These 
skills indicate a highly professional and competent team. 
Although working through exceptional circumstances, 
PGF Services has met our clinical and public health targets. 
The regions were well supported with the practice leaders 
showing initiative and leadership to ensure services were 
provided smartly and flexibly and the clinical and hauora 
whā nui teams have created positive change for their 
whā nau and communities. We look forward to future 
developments with Hua Oranga, Te Whare Tapa Whā , our 
model of care, and continuing to support our hapori and 
tā ngata whaiora to reduce gambling harm for the most 
vulnerable.

Nō reira 
Tēnā koutou, 
Tēna koutou, 
Tēnā tatou katoa.
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Chair’s Report  
Mapu Maia

Time seems to have passed us by very quickly. 

This year has continued to challenge us in so many ways 
post Covid-19. While we no longer fear the health impact 
of the pandemic we are faced with new challenges as the 
cost of living continues to soar and the changes to the 
way we work and live have redefined the priorities and 
directions in our personal and professional lives.

In all this, Mapu Maia services continues to evolve under 
the outstanding leadership of Pesio Ah-Honi with the 
support and dedication of her team. Their pursuit of 
excellence in service delivery to Pasifika peoples throughout 
Aotearoa has resulted in good outcomes and results. 
A more extensive report on their work can be accessed 
through the following Mapu Maia 2022 Annual Report. 

This success, of course, would not have been possible 
without the strategic leadership of the Board. I want to 
especially thank Anne Fitisemanu, Maikaliki Kilione, Tevita 
Hingano and newly-appointed Meleane Burgess for their 
wise counsel. They have been instrumental in navigating a 
new and exciting pathway for Mapu Maia. 

Finally, I would like to thank all our service partners and 
funders for their amazing support during the year. I make a 
special mention of the PGF Group Board for championing 
the case for Mapu Maia and past Chief Executive Paula 
Snowden for her unrelenting support, advocacy and 
encouragement to the Mapu Maia Board and staff. 
Without PGF Group Board and Paula’s work, we would not 
be in the strong position we are currently enjoying at the 
present time. 

It is my privilege and delight to report once 
again on the work of the Mapu Maia Board 
during 2022. 

We have much to look forward to in the new year. I am 
confident the work already undertaken by so many friends 
and supporters has set us up well for an exciting and 
strong future.

May I wish you all a very Merry Christmas and safe festive 
season.

Uesifili Unasa

Chairperson

Mapu Maia Board
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Mapu Maia

2856  

Talatalanoa  
sessions  

750  

New clients
 

899  

Active clients and  
their families 

163  

Community 
engagements 

Talofa lava, Malo e lelei, Fakalofa lahi atu, 
Kia Orana, Nisa Bula Vinaka, Taloha Ni and 
Warm Pacific Greetings to you all.

The 2021/2022 year has been a time of tremendous 
growth and achievement for Mapu Maia. The team has 
completed the successful third year of Mana Pasifika 
raising awareness of mental health through stories on 
social media, along with new work in providing Pacific 
counselling in GP clinics in South Auckland and the 
Covid-19 support and promotion work in Mid-Central  
and Horowhenua.

It’s also with great satisfaction we received Mapu Maia’s 
first independent Pacific gambling contract from Te Whatu 
Ora/Health NZ as we continue to lead and advocate 
on behalf of Pacific communities for the prevention 
and treatment of gambling harm in Aotearoa.  We 
look forward to the next phase of the preventing and 
minimising gambling harm sector and funding framework.

We have continued to see COVID-19 impact heavily on 
the Pacific community with increasing mental health issues 
compounded by the social needs of food, housing and 
employment. The high presentation of mental health and 
co-existing needs compelled us to engage with grassroots 
communities in a culturally appropriate way.

A highlight for us this year was continuing to provide 
wellbeing and support services to the survivors of abuse 
through the Royal Commission of Inquiry into Abuse in 
Care.  We are honoured to support the brave men and 
women who have come forward to tell their stories.

In May, Mapu Maia was very pleased to officially launch 
the report Pasifika Youth Online Gaming and Gambling 
Research: Are online video games a gateway to problem 
gambling among Pasifika youth?

The team presented a full body of work and findings from 
the study, including the journey from our pilot study on 
the subject in 2016 which led Mapu Maia and Moana 
Research to become partners for this next phase in 2018.

The new Mapu Maia strategy was developed and 
approved by our Board which has provided our roadmap 

for the next five years. The journey to becoming an 
independent by Pacific for Pacific NGO has been an 
exciting one and would not have been possible without 
the support of PGF Group and its Board. 

Lastly, I wish to acknowledge and thank our Mapu Maia 
clients and their families, the many community church 
groups, agencies, community partners, funders, NGOs 
and Pacific youth groups throughout Aotearoa.   We are 
unable to do this work without the many stakeholders we 
have partnered with and will partner with moving forward. 

Faáfetai faáfetai tele lava

Malo aúpito

Pesio Ah-Honi

Chief Executive Mapu Maia 
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Extended funding from Te Whatu Ora this year has meant 
that Mana Pasifika has grown from strength to strength 
in the second year of delivering its psychosocial mental 
health campaign focusing on Pacific wellbeing and 
destigmatising help seeking behaviour as well as providing 
and supporting methods of voicing, expressing and 
approaching challenges within mental health.

Mapu Maia in partnership with Dioscuri, began the 
year with the ‘Thank You’ campaign. The campaign 
was designed to celebrate and thank those who have 
served within the community and kept Aotearoa running 
smoothly through the recent pandemic, including the 
frontline medical teams, youth and social workers, courier 
drivers and many more. Much like our ‘heroes’ campaign’ 
for Gambling Harm Awareness Week, a strengths-based 
approach was implemented to boost morale in the Pacific 
community and encourage everyone to stay the course, in 
order for families to reunite.   

The “Dear Brother” campaign by Mana Pasifika highlighted Pacific youth mental health and suicide with a beautiful song 
written and sung by the De La Salle College band, Sons of La Selle, SOLs.  

The young men, all of Samoan descent, wanted to spread the message ‘you are not alone’ through music, and having the 
song written and performed in their native Samoan tongue, “deepened the meaning and intention for Pacific families”.
“Dear Brother “music video.



Page | 27

felt strongly that  
they were respected 

and listened to

found MM  
through family  

and friends

found MM 
approachable  
and helpful

74% 39%96%
Client Feedback

Preventing and minimising  
gambling harm
Our core work in the gambling harm space continues 
to grow from strength to strength. We have increased 
our use of online technology to deliver sessions and the 
presentation of co-existing issues remains high, including 
alcohol and other drug issues, family violence and the need 
for budget advice along with the provision of food parcels. 

We have increased the gambling harm team in Wellington 
over this period and are pleased to have a full-time health 
promoter recruited to cover the Midlands and Wellington 
regions.

Even though there were many challenges with lockdowns 
and restrictions, staff shortages and non-face to face 
engagement, the team persevered and successfully 
achieved clinical and public health service targets.

The public health team have been very busy this year 
working in the community with events, workshops, 
presentations and advocacy submissions on gambling 
policy.  More information on public health activities is 
found in the later section of this report. 

Was there 
any other 
support 
that MM 
helped 
you with?

2856  
Clinical  
Sessions

395  
Follow  

Ups

750  
New  

Clients

189  
Facilitations 

683  
Brief  

Interventions

1589  
Full  

Interventions

Community engagement 
Mapu Maia have continued to work toward face-to-face 
engagement with the Pasifika community again and the 
team have been busy hosting and attending the many 
events around the country.  The highlights for this year 
were the MIT Ori Fest 2021, “Clean for a Cause” in 
Auckland, the Palmerston North Pacific church events, 
a health expo in the Horowhenua and “She’s Not Your 
Rehab” men’s wā nanga in Christchurch. 

Being visible in the community is vital for us as it goes 
towards building relationships, establishing trust and rapport 
and enhances our reach into isolated Pacific communities in 
the regions. We have paid special attention to Midlands, the 
lower North Island and Horowhenua regions this year and 
we have had great success in reaching these communities.  

17  
Church  
Events

11  
Community 
Workshops

84  
Public Health 

Activities

31  
Community  

COVID Events

20  
National Radio 

Campaigns

4  
TLA Written 
Submissions

 Help to get budget advice

 Help to get a food parcel

 Self-exclusions from venues

 Court or probation support

 Alcohol and other drugs support

 Family or domestic violence support

68%

35%

19%
59%

74%

5%
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Engagement with the community was achieved via phone 
calls, information flyers and door knocking in Pacific-dense 
neighbourhoods throughout the Mid-Central. Workplaces 
in the region were approached, such as Anzco Food Ltd. 
and Farmland Foods Ltd. in the Marton region, to support 
employers to raise awareness with their Pacific staff to 
make informed choices for themselves and their families 
to vaccinate.  

Mapu Maia also maintained a presence on radio to 
promote this work and information, having interviews 
with both Radio Samoa and Samoa Capital Radio, raising 
awareness on where to access support and information.

To date, Mapu Maia have held three COVID vaccine events 
in Bulls, Marton and Palmerston North, and supported an 
event run by others in the Levin region.  All Mapu Maia 
events were facilitated with Manawatu and Whanganui 
District Health Board medical teams on site to administer 
the vaccinations. Attendance has exceeded expectations for 
each of the events and the information stalls which raised 
awareness about our services, with giveaway merchandise 
and grocery hampers, were an incentive for engagement.  

Mapu Maia vaccination event delivery

COVID response  
Mapu Maia’s presence in the COVID-19 response, 
particularly in the Mid-Central region of the country has 
helped gain buy-in from Pacific communities to follow 
through with full vaccinations. We employed a family-
centred approach, underpinned by our Va Tagata model of 
practice, to engage with Pacific communities throughout 
the Mid-Central and Wellington regions. Learning that lack 
of information from trusted sources was a key issue around 
Pacific peoples not following through with vaccinations, 
Mapu Maia targeted community organisations, schools, 
churches and networks to first build rapport, then work 
toward getting an audience with Pacific families face-
to-face. From a Pacific lens, it was essential to meet 
with community groups in person, while taking safety 
precautions, so that we could ensure the information 
was delivered culturally appropriately and supportive for 
families to be fully vaccinated.  

The Mapu Maia team continued to work through the 
COVID alert levels, supporting families and raising 
awareness about harmful gambling. We assisted with other 
needs such as COVID vaccine support and we provided 
food parcels or food vouchers for over 250 Pacific families.  
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Pasifika youth online gaming and gambling research 
Mapu Maia officially launched the report Pasifika Youth Online Gaming and Gambling Research: Are online video games a 
gateway to problem gambling among Pasifika youth?

The team presented a full body of work and findings from the study, including the journey from Mapu Maia’s pilot study on 
the subject in 2016 which led Mapu Maia and Moana Research to become partners for this project.  

Various requests for interviews and workshops were  
received following the launch including media interviews,  
a presentation at the International Gambling Conference  
(IGC2022) and a highlight this year, the Pacific keynote at  
the Cutting Edge Conference 2022.  

Pacific Media 
Mapu Maia have maintained their presence on Pacific 
radio, conducting regular interviews with Radio Samoa 
and Pacific Media Network 531, to reach nationwide 
audiences. Counsellor Siosiua Kailahi introduced new 
topics on harmful gambling to the Tongan community 
in his talanoa with show host John Pulu, including ‘the 
gambler’s fallacy’ and Pacific youth gambling behaviours. 
Counsellor Maria Samu and public health worker Anthony 
Leaupepe were regular ring-in interviewees at least once a 
week to promote Mapu Maia’s clinical services and COVID 
vaccine support to the Samoan community.  

In the Christchurch region, Mapu Maia counsellor Phil 
Siataga delivered a ‘Sensing Bros’ podcast for November, 
covering feminism and misogyny alongside co-host, lawyer 
and public health advocate Talia Siataga.  

Advocacy - Policy and submissions 
Department of Internal Affairs Review to reduce the 
harm from Class 4 pokies.

Mapu Maia submitted to the Department of Internal Affairs 
in response to its review on reducing the harm from Class 
4 gambling (pokies in pubs, clubs and TABs) nationwide. 
We strongly advocated for change, providing a voice 
for Pasifika populations who are marginalised under the 
current regulations. The submission focused on reducing 
harm in venues, making pokie machines safer and reducing 
harm through stronger compliance regulations for venue 
staff. 

Christchurch and Lower Hutt TLA Class 4 gambling 
policy reviews 

Mapu Maia presented to both Christchurch City Council 
and Hutt City Council, who were reviewing their respective 
Class 4 gambling policies.  

The Mapu Maia team advocated for a sinking lid policy in 
the Lower Hutt region working alongside the Lower Hutt 
District Council’s policy team to highlight the gambling 
harms for Pacific.

We delivered our deputation to council, advocating for the 
public health of Pasifika in Christchurch by arguing for the 
renewal of a sinking lid policy. Following the deputation, 
Radio New Zealand contacted us for an interview, to hear 
the organisation’s stance on the Christchurch policy. This 
interview was aired nationwide. Furthermore, Christchurch 
City Council has since decided to retain its sinking lid 
policy, a win for Mapu Maia and the Pacific community.  
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Gambling Harm Awareness Week 2021 – ‘Our Heroes’ campaign

For Gambling Harm Awareness Week 2021, Mapu Maia committed once again to an  
online campaign, using a strengths-based engagement strategy to raise awareness about 
gambling harm. 
This campaign was delivered in two phases:  

In the first phase, Mapu Maia created a platform for Pacific families to engage and share their stories about people they 
consider their heroes and why. From a public health/harm prevention perspective, this was a way to reinforce protective 
factors to the health of Pasifika in family, community and relationships. Mapu Maia provided a portal, that people entered 
their text into. Once completed and submitted, the text was auto-formatted into a comic-like paragraph with one of our 
Pacific superhero characters (examples below). All entries were free and were added to the ‘Wall of Celebration’ found on 
Mapu Maia’s website. Our paid advertisement for phase one helped the campaign reach over 37,000 people on Facebook 
and receive over 8,700 engagements.  

The second phase focused on more direct messaging around gambling harm. We targeted Pasifika gamblers and affected 
others by encouraging them to learn what services are available to them through Mapu Maia (free and confidential) and 
make contact if they are experiencing gambling-related harm. Paid promotion and geo-targeting helped ensure that the 
campaign reached the intended audience throughout the month of October, using the momentum gained in September.  
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Chair’s Report 
Asian Family Services

I am pleased to present once again my report as Chair of 
Asian Family Services (AFS).This year was a momentous 
one for us. In 2021, we started preparations to set up 
AFS as an autonomous organisation under our parent 
organisation, PGF Group. From 1 July 2022, these plans 
came to fruition and AFS now has its own Board and 
strategy for the future. 

The Board has appointed Chief Executive Kelly Feng who 
has been leading the organisation’s growth for the last six 
years as the National Director. Its vision is that all people 
of Asian heritage and background lead flourishing and 
fulfilling lives in an equitable Aotearoa New Zealand. Our 
mission is to enrich individuals and family lives by providing 
professional, culturally tailored evidence-based services to 
support the wellbeing of Asians in New Zealand. 

AFS will continue to be an integral part of the PGF Group 
whā nau and draw on the collective strength and shared 
vision of the group.

The pandemic we all wish would go away, continued to pose 
challenges for us with a huge increase in demand for our 
services. Over the last year, calls to our Asian Helpline have 
almost tripled and our community connection services had 
over 100 referrals a day. During the peak of the pandemic, 
AFS was providing social support, culturally appropriate food 
parcels and other essential needs made possible through 
Ministry of Social Development (MSD) funding. 

Our Digital Language Support Service (DLSS), which was 
developed with funding from Te Whatu Ora, provides tele-
interpreting support to help migrants access information 
and services while they are settling in Aotearoa. This is a 
critical service and we are seeking funding to continue it.

Asian Family Services has contracted directly for the 
first time with Te Whatu Ora to provide services for the 
prevention and minimisation of gambling harm. We 
are continuing to work nationally offering culturally 
and linguistically appropriate clinical intervention and 
public health services, raising awareness of gambling 
harm in Asian communities. Our Asha Services has seen 
increasing demand by South Asian communities faced 
with gambling issues. The team has been working tirelessly 
on submissions for policy changes and government 
consultation including the Pae Ora Healthy Futures Bill. 

Another milestone this year is the establishment of the 
Ethnic Advisory Group who provide powerful voices for 
the many migrants and second-generation Asians. AFS is 
ensuring those voices are at the heart of what we do by 
including them in our work and relevant projects. I would 

like to acknowledge this group who have been making 
valuable contributions to many policy consultations.

AFS has been leading Asian research for the last five years 
and this year completed several research projects, sharing 
the findings at conferences and through other channels 
including the media and social media platforms. Online 
gambling continues to pose risk especially to our younger 
generation. Our team will be advocating to government 
for strong and effective regulation of online gambling to 
ensure there is adequate consumer protection measures.

AFS has worked tirelessly and innovatively to support the 
wellbeing of the Asian communities. I would like to thank 
each and every one of you including our DLSS interpreters 
and our clinical contractors. All your work has contributed 
directly to what we have achieved this year. 

I would also like to thank all our stakeholders and 
communities who have supported AFS over the years. 

Our congratulations to our CE Kelly Feng for her well-
deserved award, the New Zealand Order of Merit for services 
to health and Asian communities. I could not be prouder of 
what she has achieved and her dedication to her work over 
two decades. She is a truly inspiring leader with the ability to 
motivate and lead the team to deliver outstanding projects, 
many of which are the first of their kind.

This year we farewelled John Wong as a Board member 
and warmly welcomed Debbie Chin. I am deeply grateful 
for our strong Board members: Richard Northey, Debbie 
Chin, Rajen Prasad, Raj Singh, and Aram Kim for their 
unstinting contributions and enthusiastic support. 

Thank you to everyone in the PGF Group for your help and 
support in making a difference to our Asian communities 
in New Zealand.

Warmest greetings to you all!

Fred Pau

PGF Group Board  
and Chair Asian Family Services (AFS) Board
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Asian Family Services

Nihao (Mandarin), Neih hou (Cantonese), 
Konnichiwa (Japanese), Anyeonghaseyo 
(Korean), Namaste (Hindi), Sah-wahdee 
(Thai), Haallo (Burmese), Xin Chao 
(Vietnamese), and warm greetings to you all. 

This year has been a remarkable year of change and 
opportunity for Asian Family Services. 

We all assumed the second year of COVID-19 would be 
easier than the first, but it wasn’t. While we had vaccines 
and better facemasks, and we all became adept at social 
distancing, the stress and uncertainty from a mental health 
perspective has not been easy. Over 44% of Asians living 
in New Zealand showed symptoms of depression, and 
61.3% were younger Asians.

COVID-19 caused considerable pressure as we continued 
to respond to the needs of the Asian community. With 
funding from the Ministry for Ethnic Communities, we 
rose to the challenge of increasing the vaccination rates 
for Asians. We coordinated culturally and linguistically 
appropriate national campaigns utilising media and 
social media and hosted a large vaccination event in 
collaboration with other community organisations. I could 
not be prouder to be part of such a hard-working team. 
I remember wearing PPE and double masks, running 
four different vaccination events with our team over a 
weekend. Thousands of people got vaccinations and 523 
Asians received their first or second dose of the COVID-19 
vaccination. I assisted someone who did not even have 
an NHI number and had never accessed our healthcare 
system, so we ensured he got his vaccination.

Our Community Connection Services (CCS) staff helped 
8547 people who were in home isolation during this 
period. We assisted a South Asian family who had a 
new-born baby and the parents had lost their jobs due 
to COVID. They had no support, couldn’t afford to buy 
baby formula or pay their rent. Using the Ministry of Social 
Development (MSD) discretionary fund, our team was 
able to provide temporary financial support and culturally 
appropriate food parcels, for which we have received a lot 
of positive feedback. Many felt that the AFS team were a 
dream come true when they needed support. We received 

an overwhelming number of referrals - over a hundred a 
day during the peak of the pandemic. Our team has been 
working tirelessly to support people in need during this 
extremely difficult time. I cannot thank everyone enough 
for what you have done. 

Our Asian Helpline received a notable increase in calls 
(277%) over the last year. The demand for mental health 
support has increased significantly and all our duty 
counsellors have been working hard answering calls. With 
help from the MSD (Ministry of Social Development) and 
the Ministry of Women (MoW) we were able to provide 
free counselling services for people experiencing mental 
health distress and other complex social issues. This was 
alongside the demand for support with harmful gambling 
especially for Asha Services. Over 74% of Asians engaged 
in some form of gambling activity in the last 12 months. 
Among the gambling population, people experiencing 
harm from gambling make up 18.4%. However, when 
assessing this against all Asians in New Zealand, problem 
gamblers make up 13.8%, and of this, 54.4% come 
from the Indian community. Our small Asha Services have 
been working hard to serve the South Asian communities 
throughout this year. 

One of the key findings in The Gaps, Challenges and 
Pathways to Improve Asian Mental Wellbeing Research 
Report, was language barriers when it came to accessing 
primary health and social services. As a result, Te Whatu 
Ora provided funding to enable our Digi Language Support 
Service to be implemented. The pilot of this project started 
in July 2021, so we were able to provide contactless 
interpreting services during the pandemic.  This one-year 

4133  

Sessions 

1204  

Supported   
gambling clients 

2533  

Number of 
interventions 

110  

Facilitations
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pilot presented good outcomes including a service rating 
of 4.89/5, positive feedback from the health practitioners 
and patients, over 60 languages on offer, document 
translation/review/proofreading, as well as co-design for 
culturally and linguistically appropriate content. 

All this amazing work could not have been done without 
the support of all our stakeholders, partners, our amazing 
management team, our passionate frontline staff, our 

shared vision contractors, our fantastic volunteers, our 
powerful Ethnic Advisory Group, and the support of our 
wise Board members.

Together, we make our part of the  
world a better place, truly building on  

social inclusion and cohesion.  

Asian Helpline
We are proud to be able to provide the nation with a helpline that has the most Asian 
languages available, as we know many Asians will not call mainstream helplines. It has been a 
busy year for our Helpline. This year we have received 7,178 phone calls. 
The stress of lockdowns caused many challenges within the Asian community. There was an increase in mental health issues, 
domestic violence, financial issues, loss of employment, and negative dynamics within the family. Students were struggling 
with remote study, and migrants were concerned about their visa status as some that had temporary visas were unable to 
return to their country. 

1800

AFS Total Calls FY22: 7178

To
ta

l C
al

ls

Month/Year

1600

1400

1200

1000

800

600

400

200

0
Jul-21

410

Aug-21

338

Sep-21

560

Oct-21

782

Dec-21

581

Jan-22

376

Feb-22

458

Mar-22

511

Apr-22

355

May-22

625

Jun-21

648

Nov-21

1534



Page | 34

Client Feedback

Overall, 95% of surveyed clients found 
AFS approachable and helpful.

Overall, 95% of surveyed clients felt 
respected and listened to when talking 
to an AFS counsellor.

Overall, 93% of surveyed clients agreed 
that AFS added value in improving their 
mental wellbeing.

“My grief, distress and hopelessness  
are gone and I grow happier  

(after the counselling). “ (Client A)

“AFS counsellor gives me not only lots of 
emotional support but also practical advice 
by helping me with the application of multi 

venue exclusion to the TABs or pubs...” 
(Client B)

“(the counsellor’s) patience, active listening 
and practical advice direct me out of the 
low mood. This meant a lot for a migrant 

living far away from home country.”  
(Client C)

 Very value-added

 Value-added

 Neutral

 Not value-added

Very Helpful

77%
Very Respected

71%

Very Value-Added

65%

Value-Added

28%

Neutral

5%

Helpful

18% Respected

24%

Neutral

5%

Neutral

5%
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Clinical intervention
AFS continued to provide both tele-health and face-to-
face services for clients during this challenging year.

Our frontline clinicians have provided professional support 
to people in need during the pandemic through the 
helpline or GP referrals. Our clinical team has provided 
5480 sessions over this year with 1347 of these non-
gambling related sessions, meaning 4133 sessions (780 
Brief Interventions, 110 facilitations, 570 follow-ups , 
2533 full interventions, 140 group work) conducted were 
gambling related. 

I would like to thank each of you for your hard work and 
dedication during this difficult year - you have truly made 
a difference in many people’s lives.  I know many staff 
were coping with the loss of family members overseas or 
in New Zealand, but you supported each other with care – 
an AFS value that we live by. 

In total Asian Family Services provided 
243 public health activities: 

189  
Networking with 

Agencies

13  
Collaborated with 
services (including 

stall displays) 

150  
Resources 

developed in 
multiple languages 

21  
Presentations

20  
Policy  

Submissions  

Public health highlights
Due to COVID-19 restrictions, our team was not 
able to participate in community events. Instead, 
we focused on advocacy work through policy 
submissions for our Asian communities.  

Asian Family Services provided seven policy submissions 
and six oral submissions for Territorial Local Authority 
(TLA) Class 4 Gambling Venue and Board Venue policies. 
Other gambling harm prevention and minimisation 
policies include a submission to local government 
(Pecuniary Interests Register) Amendment Bill, the 
Department of Internal Affairs (DIA) review into the 
release of gambling venue level Gaming Machine Profits 
(GMP), and the Government’s review into reducing the 
harm from Class 4 pokies. 

We created over 100 resources in multiple languages, 
and our social media platforms reached over 545,886. 
Alongside that, we ran a very successful Pink Shirt Day 
campaign sponsored by the Mental Health Foundation, 
reaching over 32,000 people. Through social media, we 
were able to promote Gambling Harm Awareness Week 
to increase people’s understanding of what gambling 
harm is, which reached over 55,000. 

The team provided 21 presentations, had five stalls, 
provided feedback and advice on positive mental health 
and suicide pre and postvention. We also collaborated 
with Stats NZ in their consultation on the Census, and 
participated in the Coronial Process Investigation, Lived 
Experience Knowledge Exchange, The International 
Education Association (ISANA) and many more. 

We also presented to the Ministry of Business, 
Innovation and Employment, talking to their team about 
Asian mental health issues which was attended by over 
200 people online. 

Digi Language Support Services (DLS) 
The outcomes for the Digi Language Support Service 
(DLS) have been positive with feedback, comments, and 
success stories from users and patients showing there 
was improved access to and participation in primary and 
community healthcare, and better overall healthcare 
experiences. It also showed great potential for DLS to serve 
the Culturally and Linguistically Diverse (CALD) community.

Despite DLS being impacted by COVID-19 restrictions, the 
pilot has recruited more than 30 agencies and over 90 users. 

By the end of June 2022, DLS received 329 matched 
bookings from pilot users, of which 238 were completed 
by DLS interpreters. The overall success rate of DLS 
matching exceeds 92%. The uptake rate demonstrated a 
perfect “technology diffusion” curve, indicating that DLS 
telehealth interpreter services has become increasingly 
adopted and liked over time. 

In mid-March 2022, we upgraded the DLS platform to 
better cater for urgent bookings. This helped us to further 
increase the matching speed and success rate. From April 
2022, the DLS system enabled patients using certain 
Asian languages to book directly with DLS staff, further 
empowering end-users in accessing interpreter-assisted 
primary and community care services. 

DLS has grown into a more linguistically diverse team, 
offering 27 Asian languages, four African languages, 10 
European languages, two Latin American languages, four 
Middle Eastern languages and seven Pasifika languages. 

The overall service rating for DLS from November 2021 to June 
2022 was 4.76 out of 5 reflecting the great work that our DLS 
interpreters did in servicing the primary and community care 
clients and that our DLS platform functioned well. 
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Asha Services 
It has been a rewarding year for Asha Services; for 
communities, community leaders, different ethnic service 
providers and mainstream providers.  

This year we created a new logo and Facebook page 
helping to raise awareness of our services. Despite the 
challenges of COVID-19 restrictions, we have seen a 
noticeable increase in the number of South Asian client 
referrals and demand for both clinical and public health 
work throughout the year. 

Asha provided 805 interventions, 60 brief interventions, 
87 follow ups, 605 full interventions, and 3 facilitations. 

The Asha team has shown great strength in their 
determination to support the South Asian community. 
During lockdown, the Asha team developed a contactless 
system to provide culturally appropriate food items for 
those needing support. 

Asha continues to engage with many stakeholders 
including Counties Manukau Police, Waitakere Health 
Link, universities, Fiji Families Well-being Trust, the 
Ministries of Social Development and Education, and the 
South Asian Community Leaders Collective. We have 
networked in different areas of Auckland - Papatoetoe, 
Botany, Manukau, Otahuhu and Waitakere.

60  
Brief Interventions

805  
Interventions

3  
Facilitations 

87  
Follow ups

605  
Full Interventions 

Asian Wellbeing Services (AWS) 
Our AWS team has continued to grow steadily, and 
we now have 32 contractors and 12 clinics with 
Alliance Health Plus. AWS has been successfully 
delivering “The Incredible Years Parenting 
Programmes” in Mandarin and Hindi under the 
Ministry of Education (MoE) contract.  
The programmes, which were presented online, 
have been engaging, receiving good feedback. 

“I wish I knew those skills earlier;  
I would be parenting differently.” 

(Parents) 

There has been increasing demand for these 
programmes tailored to our Asian communities. 

Our other work includes:

•  Delivering culturally and linguistically appropriate 
mental health services during the pandemic, 
providing 653 sessions. 

•   Supporting Asians affected by suicide through 
Clinical Advisory Services Aotearoa (CASA).

•  Employment support services for Asian 
businesses including wellbeing workshops and 
individual counselling services. 

•  Mediation services through Fairway Resolution’s 
partnership with AFS (many contractors are 
working towards accreditation). 

•  Providing 90 sessions of culturally and 
linguistically appropriate counselling to Asian 
women who experienced family abuse issues, 
loneliness, and social isolation (supported by the 
Ministry for Women).

Gambling Harm Awareness Week 
2021
A community engagement online campaign was 
implemented by Asian Family Services to increase 
community awareness of gambling harm.

An online survey was conducted as part of the campaign 
to assess the level of community knowledge regarding 
gambling harm and how to seek assistance from Asian 
Family Services. A $300 supermarket voucher was 
awarded to three lucky winners.

We received almost 400 responses from the Chinese, 
Indian, Vietnamese, Korean, Thai, and Japanese 
communities. Furthermore, we successfully reached over 
50,000 people throughout New Zealand.
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Community Connection Services (CCS) 
Since April 2021, AFS has continued to provide 
Community Connection Services (CCS) with funding 
from the Ministry of Social Development. Our community 
connectors currently provide robust assessments including 
support while isolating due to COVID-19 along with follow 
up assistance. We provide our clients with advocacy, 
employment and driver’s licence referrals to MSD, and 
counselling or community support referrals. 

We received calls from different ethnicities including 
Chinese, Korean, Filipino, Indonesian, Vietnamese, Thai, 
Indians, and many more. The service supported 1170 
households (3712 people). A total of 1067 culturally 
appropriate food parcels have been delivered. In addition 
to the food parcels, the CCS team was able to support the 
community who were going through financial difficulty 
following the pandemic. 

The CCS team also engaged with 
other NGOs and providers.
We partnered with other food parcel providers such as 
Vision West and City Mission and collaborated with local 
food providers to meet special food requirements for the 
Asian community. 

AFS organised a live interview on World TV and Apana TV 
to introduce CCS and provide some helpful tips to manage 
people’s anxiety and low mood during the lockdown. 
According to the report provided by Apana TV and World 
TV, about 25,000 tuned in to watch the programme. 

Wellness Services (Health Improvement 
Practitioners and Health Coaches) 
The Wellness Services team had a very productive year.  The 
collaboration between AFS Wellness, Comprehensive Care 
and Apollo Medical Centre created a space for the Asian 
community to access support. The AFS Wellness team 
offers culturally appropriate support that complements the 
work of the primary healthcare providers.

Our Health Improvement Practitioners and Health Coaches 
developed initiatives that responded to the unique needs 
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Research 
AFS has successfully completed both Innovation Research 
and Evaluation Fund projects. 

•  A pilot project Helping Others Helping Ourselves: 
International Students Remaking Lives.

•  Reaching Out – a focus on early identification within 
primary care settings of gambling problems and related 
issues among Asian adults. 

Alongside these two projects we have also completed the 
following research projects:

•  Supporting Equitable Perinatal Mental Health 
Outcomes for Asian Women 

•  Gaps, Challenges and Pathways to Improve Asian 
Mental Wellbeing

•  The New Zealand Asian Wellbeing and Mental Health 
Report 2021 (HPA funded three-year strategic planning 
research)

•  Supporting the Department of Prime Minister and 
Cabinet (DPMC) COVID-19 research to reach Asian 
communities in partnership with Moana Research

•  University of Auckland partnership to evaluate our 
clients’ experiences and the effectiveness of Telehealth 
over the last COVID-19 lockdown. 

I am extremely proud that AFS has completed all these 
research projects during the pandemic while confronted 
with many challenges. I want to thank all the research teams 
and contractors who have been working hard to get final 
research reports done in a timely and professional manner. 

All of the research findings have been presented at the 
International Gambling Conference (IGC2022) along with 
other conferences and forums. 

of our diverse population. For example:

•  Providing culturally appropriate nutritional information, 
meal plans and coaching for people who have high 
health risks.

•  Providing information that is translated in the language 
they will understand and delivered in a way that is 
meaningful to them.

•  Delivering assessments, follow-ups, and interventions 
that are suitable to the patient’s needs.

•  Exploring activities, groups, and exercises that cater to 
the distinct culture of the individual and their specific 
health needs.

Despite the challenges brought about by COVID-19 
restrictions and demands, the team managed to cope well 
and continue delivering service to the community. Their 
engagement and connection with the Apollo Medical 
Team have strengthened this year. At the end of the year, 
the Team were preparing for the turnover of PHO, from 
Comprehensive Care to Procare.

This year, 3985 HIP and Health Coach consultations have 
been completed.

Diversity and Inclusion 
I am extremely proud we have launched our Diversity and 
Inclusion workstream. To achieve the goal of building 
a socially inclusive society through citizen participation, 
Asian Family Services created an Ethnic Advisory Group in 
2021 to connect with publicly funded agencies to include 
ethnically diverse viewpoints, especially on issues relating 
to mental health and well-being.

The Ethnic Advisory Group seeks to widen the scope 
of Asian heritage to include not only Asian, but Middle 
Eastern, Latin American, Continental European, and 
African people. It also includes new and temporary 
migrants, former refugees, asylum-seekers, long-term 
settlers, and those born in New Zealand.

The purpose of the Ethnic Advisory Group is to provide 
quality advice from the ethnic lived experience perspective 
to the health and social strategies. This includes supporting 
and participating in strategic projects and connecting 
the strategy with a broad and diverse range of ethnic 
consumers, families and whā nau.

Advocacy  
AFS provided 13 submissions advocating for better social 
and health services for Asians. These included:

•  The Productivity Commission Terms of Reference for a 
new inquiry into the drivers of persistent disadvantage 

• Ministry for Ethnic Communities draft strategy

• Mental Health System and Service Framework

• Pae Ora (Healthy Futures) Bill, 

•  Social Cohesion Strategic Framework for the Ministry 
of Social Development,

3985
HIP and Health Coach consultations 

Cont’d over page
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Achievements
Asian Family Services has successfully attained Level 
3 Social Sector Accreditation Standards: the New 
Zealand Government accreditation of providers it 
funds to deliver social services.

Securing funding for new projects or the completion 
of existing projects, has contributed to Asian Family 
Services’ success over the past year including: 

•  Ministry of Health, Telehealth and digitally enabled 
health services for primary and community care, 
Digi Language Services

•  Supporting Equitable Perinatal Mental Health 
Outcomes for Asian Women 

• MSD Community Connection Service 

•  Gaps, Challenges, and Pathways to Improve Asian 
Mental Wellbeing

•  Helping Others Helping Ourselves: International 
Students Remaking Lives.

•  Reaching Out – a focus on early identification 
within primary care settings of gambling problems 
and related issues among Asian adults.

• AFS Self Help Booklet 

I continue my commitment to advocate for equitable, 
culturally and linguistically appropriate services for all 
Asians living in New Zealand and I look forward to 
another fantastic year with AFS.

•  Mental Health and Wellbeing Commission He Ara 
Awhina (Pathways to Support) framework. We also 
facilitated consultation groups for this framework along 
with consulting with Asians with lived experience on 
the repeal and replacement of the Mental Health Act.

Workforce Development 
Without our professional bi-lingual workforce we cannot 
serve our diverse Asian communities. The wellbeing of 
our workforce is our priority, so we ensure we provide 
ongoing cultural clinical supervision, training, opportunities 
for presentations at conferences and professional 
development for our clinicians. 

At AFS we value the future of the workforce too so there 
have been opportunities for staff to be guest lecturers 
including for the University of Auckland Social Work and 
Counselling programmes, Massey University Social Work, 
Otago University, and many others. This provided the 
opportunity to share what we do at the frontline, and how 
we work with our Integrated Tree Model and framework. 

AFS has also been presenting to other organisations 
including the NZ Police, the Ministry of Business Innovation 
and Employment (MBEI) and many other social services.



National Freephone
0800 664 262

Email 
help@pgf.nz

Website
www.pgf.nz

Twitter
@pgfnz

Facebook
facebook.com/pgfnz

Asian Helpline
0800 862 342 
www.asianfamilyservices.nz

Mapu Maia 
0800 212 122 
www.mapumaia.nz

National Office
128 Khyber Pass Rd, 
Grafton, Auckland 1023

PO Box 8021, Newmarket, 
Auckland 1149

Ph: +64 9 368 1520

Midland
Level 2,  
109 Anglesea Street, 
Hamilton 3204

PO Box 19311 
Hamilton 324

Ph: +64 7 834 0014

Central
Level 3, 5-7 Vivian St 
Te Aro 
Wellington 6011

PO Box 6506, Marion Sq, 
Wellington 6141

Ph: +64 4 473 4360 

Southern
The Loft, Level 1, 
Eastgate Shopping Centre, 
20 Buckleys Rd, Linwood, 
Christchurch 8062

PO Box 24231 
Eastgate 8642

Ph: +64 3 379 2824


