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 Meet 

Brenda 
Brenda was struggling to cope 

with life. She was stressed at 

work and her relationship with 

her family was out of control 

and overwhelming.  

 Meet 

Jade 
Jade was overwhelmed by her 

interactions with Work and 

Income and Housing New 

Zealand. She didn’t feel 

listened to there and couldn’t 

look beyond thinking 

constantly about her money 

situation. 

 Meet 

Haimona 
Haimona has lived in a lot of 

different places, now he’s 

with his aunty and uncle. He’s 

left school, but doesn’t know 

what to do next. He feels like 

nothing ever works out. 

Mapping the experience 
 

These experience journeys  are examples of 

what we heard and learned throughout the 

prototype. 

 

They are composites from real people’s 

experience designed to illustrate how the 

service works. 

Experience journeys 



 Meet 

Haimona 
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How Haimona feels KEY 

Haimona has lived in a lot of different places, 

now he’s with his aunty and uncle. He’s left 

school, but doesn’t know what to do next.  

He feels like nothing ever works out. 

“We’re worried about 

our moko, he’s got no 

routine and isn’t doing 

anything at home.” 

“I have a bit of a history 

within my family which 

is why I’m with aunty 

and uncle… I feel stink 

about a lot of stuff.” 

“It’s sweet to talk to 

someone about it. It didn’t 

make me feel worse 

talking to Toi, and I was 

thinking if it’s not making 

me worse it can only get 

better.” 

“We talked about what my 

daily routine was, what my 

inner thoughts were that 

were causing me to stress 

out.” 

“We’ve been working 

on my anxiety, but I’ve 

been unemployed too 

and Toi has helped me 

apply and talked about 

how to interview, 

everything really.” 

“In the end I was able 

to be more confident in 

job interviews, getting 

a job has helped me get 

to a more secure 

place.” 

Support Worker 

Haimona’s aunty and 

uncle meet Toi, an 

NGO  Support 

Worker, at the marae. 

Whanau  

Haimona is 

introduced to Toi 

by his aunty. 

Support Worker 

Haimona tells Toi 

what’s going on 

for him. 

“Toi said that he could 

help me deal with my 

anxiety about my past.” 

Support Worker 

Haimona and Toi meet 

regularly (each week). 

Together they identify 

what matters most to 

Haimona. 

Support Worker 

Together Haimona 

and Toi come up with 

a plan and strategies 

Haimona can try out. 

“We made a plan that we 

could work on each week 

through trial and error and 

talking it out, that kinda 

thing.” 

Support Worker  

Toi and his NGO 

can offer services 

beyond mental 

health to get at the 

root cause of issues. 

“We’ve stopped 

meeting up in person 

but Toi still texts me, 

asks me if I’m going ok, 

and says if we need to 

meet up again  

we can.”  

Support Worker  

Toi occasionally 

checks in with 

Haimona to show 

that support is 

always there if 

needed. 

Hopeless 

Sad 

Surprised someone cares 

Enabled 

Enabled 

Confident 

Need for support 

identified 

Introduction to a support 

relationship 
Identifying support required 

“what matters to me” 

Planned support developed 

Walking along together 
Goals attained Going well, staying well 
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How Haimona was supported: 

 

The NGO was able to connect with Haimona through a word-of-mouth 

community recommendation. They worked with him on his immediate 

needs to understand and reduce his anxiety. As his confidence grew 

they supported him through a job search process to employment. 



GP  

Fills in intro form 

with Jade. 

NGO  

Anna from Awhi Ora 

calls. Jade talks with 

her about some of the 

challenges she’s 

facing, and she asks 

to be supported by 

someone from her 

own culture.  Anna 

knows someone who 

can help, and she lets 

Jade know they will 

contact her. 

 Meet 

Jade 

Support Worker 

Leanna reads intro 

form and brief and 

sends a text to 

Jade to schedule 

first visit. 

NGO  

Anna contacts 

another NGO to 

access their 

cultural support 

services. 

Support Worker 

Uses tools to help 

Jade visualise 

options and outline 

possibilities. She 

listens and 

understands so Jade 

feels in charge of her 

destiny. 

Support Worker 

Leanna goes with 

Jade to Work and 

Income and supports 

her to resolve her 

immediate issues. 

GP  

Involved in the 

plan, part of the 

team. 

Support Worker 

Builds Jade’s 

confidence by sorting 

out her money issues 

with Work and 

Income. Now Leanna 

can help to create a 

plan to work on the 

strategies Jade can 

use when struggling. 

Overwhelmed 

Hopeful 

Support Worker 

Intermittently 

touching base 

with Jade. 

GP  

Mindful of signals 

that Jade’s 

wellbeing is not 

being maintained. 
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Listened to 

Feeling helped 

In control 

Feeling good 
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“I’ve got a lot on my 

plate. I’m getting sick 

of dealing with Work 

and Income and 

Housing New Zealand. 

I mentioned it to my GP 

who says there are 

good support options. 

She asks if I’m 

interested. I decide to 

give it a go.” 

“Leanna texts virtually 

straight away and we 

arrange a time for us to 

meet – she seems 

friendly.” 

“I meet with Leanna, who 

makes me feel really 

relaxed. I feel like she 

listens to me, and together 

we work out the best 

approach.” 

I’m getting a game plan, 

Leanna is helping me 

make the right choices.” 

“I’m getting the right 

balance doing job 

searches and working 

to sit my restricted 

licence.” 

“I’ve come a long way. 

I’m not so anxious 

about dealing with 

Work and Income or 

Housing New Zealand. 

I feel I can go back to 

Leanna if I need to and 

it’s great to know she’s 

there.” 

Jade was overwhelmed by her interactions with Work 

and Income and Housing New Zealand. She didn’t feel 

listened to there and couldn’t look beyond thinking 

constantly about her money situation. 

“I’m on meds as well, I’ve 

told the doctor what’s 

happening and what we 

are trying to achieve.” 

How Jade was supported: 

 

The NGO was able to meet Jade’s cultural needs for 

support, to advocate with her at Government agencies 

and help her develop new strategies for dealing with the 

challenges she faced. 

Need for support 

identified 

Introduction to a support 

relationship 
Identifying support required 

“what matters to me” 

Planned support developed 

Walking along together 
Goals attained Going well, staying well 

How Jade feels KEY 



 Meet 

Brenda 
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“It started off with me  

in tears, just not 

coping with stuff, I 

went to the doctors 

feeling desperate.” 

“Claire from Awhi Ora 

called me, she 

explained how it 

works, she sort f 

talked me round a bit, 

because I was a bit 

hesitant, just talking 

about stuff, she 

suggested we meet up 

and asked me where 

was best. I said, my 

house.” 

“I really don’t want to be 

here, I haven’t wanted to 

be here for awhile. Some 

days I just want to drive 

off and never come back.” 
“I was thankful Claire 

really listened.” 

“Sela is supporting me 

in all sorts of ways to 

get back to a better 

place.” 

“I’m managing my 

relationships at home 

and at work much 

better. I’ve learned a lot 

of new ways to deal wit 

things so I don’t get so 

overwhelmed and 

stuck.” 

Not coping 

Nervous 

Relieved 

Taking control 

Self supported 

Doesn’t know how 

to help herself 

GP  

Identifies need for 

support  with family 

issues and stress. 

GP  

Completes 

introduction form with 

Brenda and explains 

that someone from 

Awhi Ora will be in 

touch. 

NGO  

Claire meets Brenda at 

her home. From their 

conversations she 

identified a red flag and 

the need for specialist 

support. Brenda agreed 

she has been stressed 

for a long time, and 

appreciated Claire 

working with her to come 

up with a plan that 

needed immediate 

action. 

GP  

Refers Brenda to 

secondary services. 

Support Worker  

Sela works together with 

Brenda and her 

psychologist, she helps 

Brenda practice some of 

the skills she is learning 

through specialist care. 

Support Worker  

Sela slowly reduces her 

support as Brenda’s 

wellbeing improves. 

New skills enable her to 

connect better at home 

and she begins to 

increase her hours at 

work. 

Secondary Services  

Connects Brenda with 

specialist 

psychological support. 
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Brenda was struggling to cope with life. 

She was stressed at work and her 

relationship with her family was out of 

control and overwhelming.  

How Brenda was supported: 

 

The NGO was able to listen and understand her immediate 

crisis and ongoing support needs. They were able to co-

ordinate and collaborate with specialist services and work 

with Brenda in areas of her life that matter most to her. 

NGO  

Claire contacts 

Brenda’s GP. 

Support Worker  

Claire introduces 

Brenda to Sela, an 

experienced and skilled 

support worker. 

Family 

Sela meets Brenda’s 20 

year old daughter, and 

supports her to learn 

how to help her Mum 

with new strategies. 

Employer 

Brenda and Sela meet 

with her employer who is 

supportive. Together they 

agree to reduce her hours 

and plan to go back to full 

time when she’s ready. 

Need for support 

identified 

Introduction to a support 

relationship 
Identifying support required 

“what matters to me” 

Planned support developed 

Walking along together 
Goals attained Going well, staying well 

How Brenda feels KEY 


