

















The DSM (Australia) role has proven very successful in developing responsive and consistent RSA
support. 80% of support cases relate to Veterans of post-1974 service.

Mental Health:

o Over $68k of your grant has been spent directly on improving the RSA's ability to better understand
and manage young Veteran mental health cases at a national and local level.

o 1.1 million people have been reached through media posts, predominately through the use of the
multi-media archive of outdoor activities, promoting greater understanding, de-stigmatisation and
the support available for mental health injuries. This has communicated a more compelling message
to encourage both change within both the RSA and the Veterans, to accept their status as being
worthy of support.















Lessons Learnt
The demand and complexity of support continues to increase and shows no signs of slowing. These issues
have progressively been integrated into annual business plans and amended strategy outcomes, once
validated, to ensure RSA Support continues to develop and deliver in the right areas.
Long term management of complex individual cases and advocacy remains a constant demand, particularly
once stabilised cases move beyond partner agencies capabilities. This cooperation is essential in reducing
overall harm in our crisis cases, and has driven the restructure of RSA local support as previously discussed.
Work will continue to refine and improve intemal reporting.
Looking forward
It is anticipated that the outcomes achieved over FY 2018/19 will continue to drive up demand for RNZRSA
support services into this FY. Accordingly, the surety provided by the Government grant over the next three
years allows the RNZRSA to confidently continue with its ambitious programme of change. Some of the factors
driving this demand will include:

» Increasing numbers of Scheme Two Veterans seeking support.

« Increasing local RSA engagement with the strategy and improving performance.

» Increasing integration of RSA support within NZDF,

» Increased cooperation with key Veteran associations representing major cohorts.20

« Increasing numbers of people seeking ACC support for routine service injuries.
The operational tempo of the NZDF.

« Rising complexity in Veteran health issues.
« Operating cost increases relating to compliance, specialist training and development, and equipment.

In response the RNZRSA will continue with an ambitious programme of change to provide better support for
our people through:

» A new structure for support services.

e Advocacy within the public and private sectors aimed at delivering better health and wellbeing and
remembrance outcomes.

+« Improved internal reporting processes.

» Complimentary reference materials and learning activities to ensure our volunteers are able to deliver
timely and relevant support.

20 E g. SEVA, NZ Vietnam Veterans Association, SSAANZ and NZDF.



CASE STUDIES

Over the FY, the RNZRSA national office alone supported 110 individual cases. The following cases represent a
typical, broad cross section:

mplex Mental Health Case:

Financial Hardship:

The veteran was truly humbled by the support and sent the following acknowledgement:

“Just wanted to update you on the help we have been given to date and say thank you. The money has
definitely help keep a roof over my family’s head. I can't say enough how grateful I am. To all members of the
RSA know how much you are cherished in my household. This I will never forget™




Complex mental health and addiction:

ACC Review:

Sexual Assault cases x 2:

FEEDBACK AND STORIES

As you can appreciate, many of our success stories cannot be shared, as recipients are proud, and will not
approve the release of even anonymized details. However, the following is a small sample of feedback and
case studies:

Scheme Two Veteran — direct request to RSA:

"Thanks for the reply mate, and understanding how I'm feeling. Things have been bloody hard and I've not
handled things that well. Again mate thanks so much for your assistance now and going forward it is really
appreciated. Mate what you have done and are doing I can't thank you enough.”

Scheme Two Veteran in Australia — who was provided assistance with Transition issues and
employment:

"Thank you so much for the reply and wealth of information. I thought I was coping well but two years on and
still struggling. This support is so heartening to see.”

Wife of a wounded Scheme Two Veteran:

"Watched your vided?! this morning. It is so so good. Just wish everyone who has dealt with (name deleted) in
the last seven years could have watched it before they made him feel like s..t! It is excellent so well done you
and (name deleted). Hit the nail right on the head. And thank you for doing it. So needed. Going to show my
children as soon as. Ha ha the realities of family movie night at our place ©"

Wife of Scheme Two Veteran seeking RSA mental health support for the entire family:

"Yes please that would be great. I'lf message you the contact details for them. I did an online referral this
morning so not sure when they will get it and action stuff but a call from you might advance things. I'm feeling
pretty bad about not pushing harder with the kids over the years to get them to some sort of counselling. And
not sure why I didn't think of Maori services before now. But yeah I've admitted defeat at trying to maintain
normality for them and reduce the impact on them. Hasn't really worked well. Just have to get through next
two months of uni and then I get four months off. Thanks (name deleted). I appreciate everything you do for
U 5. ”w

4 Joint project that records the journey of a Bosnia, Timor, Afghan Veteran and his wife through PTSL.



Veteran Feedback to a District Support Manager

"(Name deleted) Thank you. You certainly stood out trying to make a difference.”

Family feedback to local support advisors:

"Thank you sincerely for all your work around helping us navigate Veterans' Affairs and RSA entitlements. Your
willingness and ability to help are top notch. Warmest regards form me personally, with thanks also on behalf
of the family.”

Comment on performance of RSA Support Hubs:

"The reputation of (name defeted) and the (NZDF Camp) Hub is such that it has spread widely, and is
encouraging many people to come forward seeking help, that might otherwise have just remained unheard
and unassisted.”

Local RSA Executive member and Poppy Trustee — after presentation by national office staff on
support matters:

"Hi (name deleted), I thank you so much for the brilliant presentation you made at our RSA in Waitara on
Saturday. I think it made a couple of attendees 'Blink” a few times — I only hope that after your presentation,
they can get their house in order.”

Local RSA President — after presentation by national office staff on support matters:
"I didnt realise that the National Office did so much. I was really concerned where our capitation went to but I
have no worries about that anymore.”
Conclusion
Once again, on behalf of the RNZRSA and our Veteran community, I would like to sincerely thank you and

your parliamentary colleagues for this grant. It has provided surety and enhanced our ability to actively work
on improving support for our Veterans and their dependents.












& Network Development

a. The RNZRSA Support Services Strategy 2017 to 2020 — 'The Race to Trieste” aims to
standardise and professionalise service delivery within a more consistent, reliable and agile
structure. This has seen a marked increase in demand on our ten DSMs?, who lead in the
training, organisation and operations at the local level. Achievements towards this goal in FY
2018/19 include:

i Strategy Progress — see separate report at Appendix 1.
ii. Ongoing "professionalisation” of the support network, including:
1) Restructure plan that creates a District-based team of ‘roving’ support advisers
selected, trained and certified to a single national standard who will focus on
emergency / crisis / complex injury cases, younger Veterans and support to

NZDF,

2) Draft Volunteer management policy including recruitment and selection, vetting,
training, certification, recognition, succession planning and health and safety.

3) Standardised Job Description and appointment process for DSMs,

4) Delegation of authority to Support Services Committee to streamline decision-
making.

iii. Financial assistance to partner organisations for service delivery and development

costs:
1) SSAANZ:

a. Activity costs for social health events.

b. MH 1010 Courses for staff.

(o Travel to Support Services Committee meetings.
2) VCFSA:

a. Activity costs for social health events,
b. MH 1010 Courses for staff.

3) South East Asia Veterans Association (SEVA):

MH 1010 Courses for staff.

Travel to Support Services Committee meetings.
Volunteers for Corrections visit programme.
Training of SEVA Welfare Officers.

on o w

4) NZ Vietnam Veterans Association:

%6 The RSA is divided into 8 districts nationally; the largest geographical district — Wellington, West Coast & Taranaki — is further divided into two
sub-districts with a DSA - Wellington North and DSA - Wellington South. This includes the DSM (Australia)



vi.

vii.

viii.

MH 1010 Courses for staff.

Travel to Support Services Committee meetings.
Volunteers for Corrections visit programme.
Training of Welfare Officers.

oo oo

Ex-officio members of the RNZRSA Support Services Committee now represents
representation veterans from the Malayan Emergency to serving NZDF, with the
presence of SEVA, NZ Vietnam Veterans Association, SSAANZ and NZDF. This will
ensure:

1) RNZRSA support policy and activity remains relevant to all generations.

2) Increased cooperation and standardisation of support training and delivery.
3) Efficient sharing of limited resources.

4) Creation of an increasingly joined up "Veteran Sector and Voice'.

Continued reinforcement of a national team approach with a single vision between NO
staff and the ten DSMs via a comprehensive programme of District engagement and
planning by NO staff and DSMs - turing strategy into operational and tactical
outcomes, Examples include:

1) 12% increase in local RSA reporting monthly to 38% overall (26% and 24%
previous FY respectively).

2) Increased participation in training.
3) Increased local poppy grants.
4) Increased number of Scheme 2 Veterans supported (244).

5) East Coast Bays RSA - selling their clubrooms, and investing proceeds into a
trust solely for core charitable purposes and moving out of hospitality.

6) Wainuiamata RSA (only 12 members) reorientating to support serving
personnel via the Trentham Hub.

7) Foxton RSA requesting specific briefings from National Office to their Poppy
Trustees, to assist in the freeing up of funds.

Appointment of an Operations Manager to manage increased day-to-day support,
freeing Support Services Manager and Senior Adviser to focus more in engagement,
advocacy, and strategic development projects.

National Office staff have engaged face-to-face with over 450 representatives of local
RSA executives, trustees and LSAs across the country, explaining the need for change
and how to provide broader support services.

Development of network and increased numbers of NZDF Veterans in Australia
supported by the DSM Australia.
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The DSA for the Wairarapa/Hawkes Bay/East Coast has successfully revived the
reputation and reach of the RSA along the East Coast.

188 Volunteers have received a variety of training ranging from elementary training to
specialist skills including management of complex VA and ACC appeals and mental
health case management and treatment.

38% RSAs reporting monthly activity compared to 27% and 24% in the previous two
FY respectively.

53% of all national welfare grants were made to post-1974 serving or ex-service
personnel and dependents from the last FY.

Increased cooperation between local RSAs supporting NZDF (e.g. Burnham Camp -
Papanui, Templeton, Leeston and Rangiora RSAs; Linton Camp - Palmerston North,
Ashhurst, Fielding, Bulls, Levin, Wanganui and Waitara RSAs).

More detailed reporting to identify key data e.g. Scheme One or Two Veterans.

Completion of the Basic Local Support Adviser Induction training package.
Commencement of training needs analysis of DSM training package.

Delivery of Statements of Principles Level One (Introduction) course.

Ongoing cooperation with NZDF to develop a Volunteer Induction course to certify
NGOs working alongside NZDF.

One day Support Services Forum providing updates, education and advice on young
Veterans and mental health support needs for RSA support advisers and partners.

Development of a standardised decision matrix for Complex Case Management and a
Joint Standard Operating Procedure with No Duff Charitable Trust to provide a
responsive and standardised response across the support sector.

Continuation training for the Rarotonga RSA Support Adviser, in conjunction with
Whakatane RSA.

Visit to Apia RSA, Samoa to continue development of RSA support to Pacifica Veterans.

Continuing Professional Development programme for staff and selected DSMs in Mental
Health First Aid, Suicide Prevention, Epidemiology and Transition.

Continual improvements to external website to improve accessibility of services for both
volunteers and eligible people.

Health and Wellbeing services:



a. Improved welfare grant policy to provide funds for Veterans and/or dependents to attend
outdoor activities to complement clinical mental health treatments e.g. SSAANZ and Cutward

Bound.
b. RSA support to Corrections programme to improve outcomes for ex-service prisoners.
C. MOU between RNZRSA and SSAANZ, including provision of RSA funding.

d. Access to counselling for spouses and children of serving NZDF members through the ‘Burnham
Model".

e. Thought leadership and advice to proposed Pacific veterans Conference, University of Hawai'i
(an outcome of Samoa RSA trip).

f. Development of a Peer to Peer support programme with the assistance of Male Sexual Assault
Survivors, Aotearoa.

4. Welfare Funds:

a. $55k distributed from RNZRSA national welfare funds. This includes $25k in emergency funds
from the RCEL-LIBOR% grant. While both of these figures are half that distributed by NO in the
previous FY, it represents a positive change — they provide evidence of the increased use of
local poppy funds through continued and consistent engagement with local RSAs by NO staff

and DSMs.

b. 53% of all national grants (Libor and National Poppy) went to post-1974 serving and ex-
service persons, representing a 10% increase from FY 2017/18.

C 66k from other RNZRSA Funds towards the delivery of mental and social health activities (e.g.
SSAANZ) and Remembrance projects involving the recognition of post-Vietham operational
service.

d. A plan to establish District Funds is being rolled out to encourage the principle of 'RSA without

Borders’, increase local cooperation, unlock stagnant Poppy monies and provide more
responsive support to younger Veterans in crisis.

e. Establishment of a ‘National Emergency Poppy Fund’ to provide a rapid response to crisis /
emergency situations, that other Trusts and Funds are unable to support. Particular focus on
serving and younger ex-service persons.

f. Ongoing engagement with other trusts and funds? to ensure sustainable draws on monies.

5. Complex Case Management:

7 The ‘RCEL-LIBOR’ grant was made to all RCEL members from the UK Government in 2016, from fines imposed on UK financial institutions

related to the 2008 global financial crisis.
# E.g. Heritage NZ (one of the support services staff is a trustee), The Fallen Heroes Trust (FHT) and the Vietnam Veterans Trust etc.









The Government Inquiry into Mental Health and Addiction.
The Definition of a Veteran.

Select committee hearing on ACC.

Accessibility for Seniors.

8. NZDF Engagement Plan:

a. The aim of the NZDF Engagement Plan is to assist NZDF meet operational outputs by providing
complementary services to existing support platforms and to increase engagement by
demonstrating the relevance of the RSA to succeeding generations of service personnel. The
Plan consists of regular engagement with senior leadership figures across HQ NZDF, HQIFNZ,
the three services and local camp and base contacts, advocating on a broad range of issues
including the integration of support within existing NZDF platforms.

b. Associated activities and achievements include:

vi.

vii.

viii.

ix.

Xi.

Xii.

Direct interaction with an estimated 2500 serving NZDF personnel and/or family
members up from 857 in previous FY.

Distributed approximately 700 Family Pre-deployment information packs.

Presented at four NZDF transition seminars, distributing 80 ‘Thank You for your
Service' packs, reaching approximately 60 serving NZDF personnel.

Presented at four RNZN Divisional Officers Courses, reaching approximately 80 serving
RNZN Young Officers and Senior Non-Commissioned Officers.

Presented to the RNZN Sailor of the Year.

Attended six meetings with Chief of Navy3! to advocate on and request support for
Support and Remembrance matters,

New Chief People Officer briefed on RSA Support Services.

Attended four NZDF Wellness Expos in Burnham, Linton, Trentham and Waiouru.
Three RSA briefings during 1 (NZ) Brigade Compliance Week.

Expansion of the RSA Support Hubs into Linton and Trentham Camps.

Regular engagement with NZDF Health staff, Chaplains, Regional Care Coordinators
and Community and Deployment Support Officers to facilitate RSA support.

Facilitated briefing of NZDF research findings to key stakeholders and partners in the
wider Public and Private Sectors.

31 Chief of Navy appointed by CDF as the HQNZDF POC for RNZRSA.



Evidence of the continued normalization of RSA support and increased trust and confidence
between NZDF and RSA includes:

58 serving soldiers joined the Palmerston North RSA in Feb19 after only six months of
the RSA Hub's operation within Linton,

Significant improvement in local RSA understanding of and ability to provide timely and
relevant support to serving and younger ex-service personnel and their families.
Evidence includes:

1) The release of an estimated $80k of local Poppy monies to serving personal
and/or their families.

2) Increase in Scheme Two Veterans assisted (315).

Referral of ACC and complex cases of serving personnel from NZDF Health staff,
Regional Care Coordinators and Community Support Officers across Defence.

Increase focus on transition services. E.g. recent NZDF appointment of a four-person
team to coach personnel through transition.

9. Public & Private Sector Engagement Plan:

a.

The aim of the RNZRSA Public and Private Sector Engagement Plan is to reconnect all
appropriate public and private sector stakeholders into a cohesive, agile and influential NZ
‘Veteran Sector’ in order to deliver improved health and wellbeing outcomes for serving and ex-
service personnel and their families.

While this Engagement Plan includes advocacy on unresolved, current, emerging and future
issues, its predominate focus is on long-neglected post-1974 Veteran issues, including the
nature of modern military operations, and how this shapes Veteran and family support needs.

Key achievements within the Private Sector include:

iil.

New Zealand Defence Industry Association (NZDIA): Completion of ‘Veteran
Friendly Employer Guidelines’ and presented to NZDIA for socalising among members
in order to conduct of pilot project to integrate these with existing HR polices. Briefing
member organisation on Transition matters and benefits of employing ex-service
personnel.

Air NZ, COMPAQ, BECA Group, Z Energy and Fulton Hogan: Promoting
employment of ex-NZDF personnel and securing their support for improved Transition
outcomes. Promotion of their companies among the ex-service community.

NDCT: Provision of emergency funds, access to RSA support services (e.g. Equine-
Assisted Therapy, SSAANZ), and long-term / complex case management outside No
Duff's capacity).















Appendix 1 to
Annex B to
RNZRSA dated 30 Sep 19

Support Services Summary of FY 2018/19
As at 1 May 2019

Demand for RSA Support Services and advice has noticeably increased over the FY, providing evidence that the
Race to Trieste strategy (RTT) continues to deliver across the three pillars of ‘Enable People’, ‘Enable Delivery’ and
‘Deliver Support.’

The appointment of the Operations Manager (OM) at the end of Jan 19 has begun to create the space for the
Support Services Manager (SSM) and Senior Strategic Adviser (SSA) to focus on more strategic advocacy and
development. This capability has also been increased by the final transition of trust and fund administration duties
of the SSA at the end of Feb 19. As the OM becomes more familiar with the operating environment and requires less
guidance, progress is expected to pick up in the next FY that will see some key projects completed e.g. the Manual
of Practice and a Volunteer Management Policy.

We are on track to expend the Government Grant in its entirety and in accordance with the Minister’s expectations.
The financial surety provided by Minister Mark’s Grant has enabled the team to conduct a wide range of intemal and
external engagement and advocacy resulting in increased demands for support and local association participation.
This has allowed us to broker and deliver new services, build stakeholder engagement and understanding of key
issues, increasing responsiveness to younger veteran need and the associated release of local Poppy funds, and
deliver more training and continuing professional development opportunities for our volunteers and staff. In turn,
we continue to enjoy a low turnover in the key District Support Managers (DSM) and NZDF Hub appointments and
an increase in the number of younger veterans taking up volunteer roles.

Special mention of the DSMs is warranted. These volunteers are the ‘mission critical’ element within the
achievement of our organisational support goals. Over the last four years we have asked more and more from them
as we transformed into a more proactive and agile network with increased responsibilities over a greater number of
eligible people and areas of need than for some decades. They have responded superbly and each are deserving of
specific acknowledgement by the leadership of the RNZRSA.

Progress — Strategic Programme of Work

Progress under the RTT pillars has been steady. Due to the significant amount of development work required across
the support business space, it has not been straightforward to prioritise between strategic and local capability



development reguirements. The lack of staff also contributed to the delay in delivery of basic foundational elements,
such as training and reference material, but this has been mitigated to a large degree by the training and guidance
provided by the DSMs. However, given the overall increased engagement by younger veterans and stakeholders it
appears the right balance has generally been struck. 75% of the two key tasks within the Enable People and Enable
Delivery Pillars within the RTT Strategic Programme of Work have now been achieved, either through a gradual
change in BAU or completion of project work. The biggest challenge within these areas remains in changing intemal
and external attitudes towards our core charitable goals and reputation. This will require a continued active
engagement programme.

All but one of the key tasks within the Deliver Support Pillar have been achieved, many now performed as BAU. The
remaining task of ‘connecting people to support’ will be worked on in the next FY.

Specific actions within each pillar include:

Enable People + A joint SOP for case management between RNZRSA and No Duff, which provides the template for a
standardised approach within the RSA network.

» Planning support to DSMs to develop their district networks and relationships.
= CPD activities to DSMs.
= Annual Support Services Forum.

» Completed the training materials for LSA induction training with the update of the Module Two training
booklet and delivery of the Mental Health 101 courses.

s Development of the RSA support network in the Cook Is and Samoa.

Manual of Practice draft 90% complete.
Increased direct support to volunteers through the Operations Manager.

« Improved Monthly Activity Reporting process.

= Draft Volunteer Management Policy completed.

Enable Delivery ¢ Appointment of the DSM - Australia.

« Production of RNZRSA SOPs.

» Major engagement and advocacy delivered through The Public Sector, The Private Sector and The
NZDF Engagement Plans. Examples include MSD (veteran referral), Corrections (support to both staff
and ‘dients’), John Miller Law (ACC cases) and NZDF Hub model growth,

+« MOU and funding to enable other ex-service organisations e.g. SSAANZ, Veterans Combined Surfers
Association. Charity.

Ongoing development and promotion of web content.

Deliver Support = Completion of the '‘Employer Veteran - Friendly Guidelines’ in consultation with private sector
organisations.

« Development of a Mental Health phone app for Families and supporters of Veterans.
+ Ongoing thought leadership to NZDF Transition Project Team.
« Environmental Exposure research project.

o Establishment of a National Office Emergency Fund.













sustained and consistent engagement and messaging from NO staff and DSMs has delivered attitudinal and
behavioral change at the local level. In this case - resulting in more LSAs having claims met by local monies
and despite an increase of local RSAs now engaged with the national strategy. We had previously anticipated
that an increase in LSA claims may occur, as they become more engaged, which did not occur.

4, Travel distances: Analysis of the kilometres travelled continues to indicate that as some local RSA
capacity reduces, and the demand for RSA support rises, a commensurate increased demand is placed on the
remaining network. This is one of many factors driving strategy projects such as volunteer recruitment,
training and development, recognition, succession planning and increased use of technology to build local

capacity.





