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It is with great pleasure that | present the 2010-2011
Annual Accounts. It is particularly pleasing to do so,
because for the second year in a row, Refugee
Services Aotearoa NZ has ended the year with a
small surplus. For those of you who have followed
the work of Refugee Services you will know this is no
mean achievement. The Board, Management and
staff are to be congratulated for not only maintaining
but in fact significantly enhancing the work of the
organisation at a time of global recession, cuts to
government budgets, changes in government policy
affecting funding levels, shattering earthquakes in
Christchurch and an increasing demand for our
services. The impact of all these events has been
stressful, but changes we started in 2009 have laid a
foundation that enabled the agency to chart a way
forward with resilience, flexibility and determination.

In early 2009, Refugee Services recognised an
urgent requirement for considerable adjustment to
the way the agency functioned, in order to keep pace
with changing demands in global resettlement and
perceptions at home and abroad of what constituted
successful integration. As a result Refugee Services
has substantially revamped its service provision in
consultation with stakeholders and its key
government funders. This has been underpinned by
our 2011-2013 strategic direction which focuses on
six goals:

Clear outcomes

A stronger voice for former refugees at both
governance and delivery levels

Widening and strengthening our engagement
within the sector

Enhancing our leadership role

Ensuring evidenced based service delivery
And developing capability and capacity within
the organisation and wherever possible
within the sector.

Both the strategic direction and the changes we have
made to our service provision have been reinforced
through the development of a whole-of-government
strategy to improve outcomes for refugees and
reduce dependency. Refugees Services has been
involved in the development of the strategy, both at
the governance and management levels. We
commend the government (led by the Department of
Labour) for the initiative and are very pleased to see
that the strategy was endorsed by both major parties

in election policy announced recently. We will
continue to be available to support the work of further
developing and rolling out the strategy over the next
few years.

Refugee Services has long been acknowledged
internationally as a leading resettlement agency. It
provides a suite of services that give real value for
money, both to our government funders as well as
the many smaller Trusts, groups and individuals who
trust us with their funds. In particular | would like to
note the work of our volunteers who undertake to
support newly arrived former refugees for six months.
This service would cost many millions of dollars if the
volunteers were paid. We value the work of
volunteers and also all those who donate the goods
needed to set up and equip homes. The continued
goodwill provided by the communities refugees are
settled in reinforces our experience and belief that
New Zealanders are people who readily open their
hearts to those who are less fortunate than
themselves. This is the core of the government's
humanitarian response to the international need for
third country acceptance of refugees needing
protection. It is good to remind ourselves of this as
we acknowledge the 60" anniversary of the signing
of the Convention on Refugees.

In line with our determination to find ways of listening
to the voice of former refugees, Refugee Services
and the National Refugee Network signed a
Memorandum of Understanding during the year. The
leadership of the NRN has met with the Board and is
planning some joint activities for the next year. We
will continue to meet with the NRN on a regular basis
as we look at ways in which we can ensure Refugee
Services listens to and responds to the areas of
change needed for our clients and the communities in
which they settle.

To conclude, | want to thank the Board for their
sterling work this year in steering Refugee Services
through difficult waters. | want in particular to
acknowledge the contribution of David Neal who
stepped down from the Board to pursue a new career
opportunity in Samoa. His place has been taken by
Jeff Sanders, who has joined Margaret Mayman,
Khadra Mohammed, David Tripe, Mitchell Pham and
Mahad Warsame in giving of their time to provide
governance leadership to Refugee Services Aotearoa
New Zealand.
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The Annual General Meeting is a time to reflect on the
past year, to note with pride the many achievements of
Refugee Services as an organisation, to remind
ourselves of what we are here to achieve and to
highlight the plans for the next (in this case current)
financial year.

First of all, | want to share with you some of our many
achievements.

In his report Chairman Brian Lynch outlined the six
goals of our Strategic Direction for 2010-2013. These
goals have led Refugee Services to refocus our work
into three key areas of resettlement support: social
participation, economic participation and health and
well-being. All of our activities and services have been
grouped into these three areas, and we have utilised
both new and time-tested programmes to improve our
outcomes.

These were challenging targets, made all the more
difficult by the economic environment and the
devastating earthquakes in Christchurch. However,
with the amazing dedication of staff and volunteers and
the support of the refugee communities, we have more
than achieved the goals we set ourselves for the year.
On top of that, we achieved them within the budget we
had set, for the second year in a row.

In response to our new focus on outcomes, Refugee
Services has introduced two resettlement plans —
Pathways to Settlement and Pathways to Employment.
The Pathways Plans have been developed by Refugee
Services staff in consultation with refugee communities
and the other organisations who contribute to
resettlement outcomes, and they commit Refugee
Services to providing support and expertise to our
clients for their first 12 months in the community. The
primary goals of the plans are to capture the hopes
and aspirations of former refugees as they arrive in
New Zealand and to use those hopes and aspirations
to create strong foundations, identify and celebrate
individual and family resettlement markers and support
progress towards achieving outcomes.

The goal our clients share most often is their desire for
meaningful employment. Our Pathways to Employment
programme is a key tool in enabling former refugees to
set personal milestones on their employment journeys,
build on their prior experience and unique skill sets,
develop their capacity and support them to gain
meaningful skills and experience. The ultimate goal is
self-sufficiency. Two successful pilot programmes
have been running in Wellington and Waikato with the
support of Work and Income, and our goal for the next
year is to extend these to all resettlement areas.

One of our Wellington clients, an Ethiopian man who
had business and accounting qualifications in his home

New Zealand

country, was supported by Pathways to Employment to
get a job as an accountant here in New Zealand. He
said, “When | came to New Zealand six months ago, |
was definitely in a vulnerable situation based on the
fact that | had overseas qualifications and zero New
Zealand work experience. Pathways to Employment
was eye-opening for me and helped me get the job of
my dreams, and that means everything to me.”

To support both our Pathways to Settlement and
Pathways to Employment Plans, we have also
implemented a new customised client services
database, which allows us to securely capture client
data and use the high level information to gain a better
understanding of overall settlement outcomes. The
database is enabling us to introduce results-based
accountability reporting for funders and, just as
importantly, to gain a better understanding of how we
can improve our services to achieve better results. We
can only increase the efficiency and effectiveness of
our services if we understand what works and what
doesn'’t for clients, funders and staff. The information
provided by the database enables us to better analyse
and focus our efforts, supporting us to be in a state of
constant evolution.

The introduction of the Pathways Plans and the
database have led Refugee Services to fundamentally
change the way we work, including creating a new
stream of professional work. Last year we piloted the
first of our caseworkers — former refugees who work
across all ethnicities, providing support, information
and advice to newly arriving individuals and families.
We now have a caseworker in each office, and have
started a campaign to secure funding to employ more.

Over the last year we have also been working more
closely with Refugee Quota Branch to gain earlier
information on refugees who have been selected for
resettlement in New Zealand. This is enabling a longer
planning timeline, allowing us to put in place more
effective supports before clients arrive in their new
communities. Our work with Quota Branch and our
improved planning timelines have also been
augmented by having one of our senior social workers
travelling with Immigration New Zealand on selection
missions. This has enabled us to gain first-hand
knowledge of the particular circumstances refugees
are experiencing in their countries of asylum, inform
those who are up for selection about New Zealand and
our refugee resettlement programme and gather
information that will better prepare the local offices who
will work with those who are selected.



All these new initiatives have been introduced within
the context of and in response to the developing New
Zealand Refugee Resettlement Strategy. The new
strategy focuses on the five outcomes of self-
sufficiency,  housing, health, education and
participation. Refugee Services has been involved in
the development of the strategy and fully supports the
goals. It is time that the New Zealand government
articulated the rights and obligations of our new
refugee background residents and determined what
resources should be put in place to support the
achievement of better resettlement outcomes. We
look forward to the next year of continued planning and
implementation and are confident that we have aligned
our organisation and service provision to provide a
solid foundation in the first year of settlement so that
the outcomes can be achieved.

We couldn’'t report on the successes of the year
without also noting the challenges. This last year has
been a tough one for New Zealand, and it is not
surprising that we have seen an impact on both
Refugee Services and our clients. The September
2010 earthquake in Christchurch was serious enough,
but the impact of the February one has been
catastrophic. We have had to suspend resettlement
into Christchurch for the next year, which has meant
higher levels of resettlement in our other areas and an
associated shift of resources to accommodate the
additional needs.

In the meantime, our work in Christchurch has
dramatically increased as many former refugees face
retraumatisation, disruption of their lives and many of
the issues usually associated with early resettlement in
communities. We continue to seek funding for this
work but have not been able to access it from funding
sources set up for Christchurch earthquake relief for a
variety of reasons. The value of the work being done
by our Christchurch office is immeasurable, and one of
the biggest challenges we anticipate for the new year
is how to continue providing necessary services to
former refugees in Christchurch in the face of funding
cuts and decreased support.

On a broader level we have also struggled to find the
funding to maintain our current level of services, let
alone fund the newer programmes identified as being
critical to successful resettlement outcomes. An
analysis of our budget shows that we provide
exceptional value for money in the provision of
services for government. Refugee Services receives
around $3million in ‘base funding’ from government
and uses this to deliver back to government close to
$10million in services. Much of this comes from the
time, goods and donations that we engage host
communities to provide. The quota programme may be
government’s humanitarian commitment to refugees in
need of protection, but resettling former refugees in
their new home is very much a community effort. We
are proud to be a driving force behind this community
support.

Despite the funding challenges we continue to face, we
look forward to the next year and to continuing to
develop our core services to be more responsive to
client needs. As funding allows we hope to extend our
employment programme to all resettlement areas and
introduce pilot programmes in the health and wellbeing
area.

The last two years have provided Refugee Services
with greater discipline in its governance, management,
planning and financial systems. Next year one of our
key goals is to broaden our funding base, develop our
donor support and build in more commercial
disciplines, so that we can be confident that our
services are as efficient as they are effective.

All the successes highlighted in this report can only
have been achieved by the hard work and total
dedication of staff and volunteers. | want to finish by
acknowledging the work of everyone who has worked
for and with Refugee Services over the last year.
Thank you. Your work has helped former refugees
who have lost everything to start again in New
Zealand. That is a gift that can never be
underestimated.













