Supporting people that need to self-isolate | Omicron welfare service

response

Core group

People who have had a test or have been directed to self-isolate
Person receives information about Care in the Community model (including information on the welfare support available and ded icated 0800 number provided)

Positive test result received or
close contact confirmed

Ministry of Health risk indicator
Based on age, vaccination status and known existing conditions

Self-service

In-person
engagement

Online Health and Welfare Assessment
Link sent via SMS for person to complete the Ministry of Health online health and welfare
assessment (linked to MSD welfare portal)

Public Health Unit Health and Welfare assessment
Phone contact made to complete health and welfare assessment

Referral received via

Referral received via

National Contact Tracing System ‘

Triage of assessed welfare needs

Online/one-off
needs only Assessed as low need

y

MSD
Online processing team

MSD
Contact centres

Dedicated 0800 number
and specialised CSRs,
establishing self-isolation
requirements, and meeting
immediate needs that
require in-person

Centralised team focusing
on online requests for
people that need one-off
assistance to self-isolate.

Opening hours > engagement. )
Mo;: rany—_ SS:n:day Opening hours
Monday — Sunday
Service level 8am —8pm
Initial response within 24 - an an e ’ sorvice Jevel

hours of receiving

- Initial response within 24
notification

hours of receiving
notification
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Need resolved

é Y

Need resolved

Referral to other services
as needed

Referral to other services
as needed

Invited to make contact for
further help

Invited to make contact for
further help

MSD portal
Assessed as medium Already in service with
or high need a partner or provider
4 N 4 N
Regional response
MSD, Iwi, Pasifika and Iwi partners, providers and
community providers/ community
foodbanks Establish self-
isolation requirements and ‘ ) Co-ordinated locally-led
provide a complete welfare responses focused on
response across food establishing self-isolation
security and welfare needs requirements and meeting
supported by established the needs of whanau.
Regional Leadership
Groups. o
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Need resolved
MSD receives provider’s
acknowledgement of
receipt of referral and
confirmation they can
respond

Referral to other services
as needed

Invited to make contact for
further help
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Other groups
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e People who need to self-isolate and are not positive and have
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People likely to self-refer to the MSD contact centre or community partners/providers

e People who have tested positive or a close contact but do not access the online self-investigation tool
\ e People who have received one-off support and need further assistance
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not been directed to self-isolate
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Omicron response | Local and regional referral pathways and scaled welfare response

Omicron local and regional service response options

MSD Regional Iwi ;.)artners,
Phase 1 Phase 2 Phase 3
Cases building: Focused on awareness and Cases increasing rapidly: Targeted provider Cases reach peak: Pivoting wider community
preparation of targeted provider networks networks nearing capacity provider network to increase response

Expect greater government engagement ﬁ Expect greater iwi, community provider engagement

e Local and regional welfare response targeted at people ‘directed to self-isolate’ with a welfare need during self-isolation
e Multiple pathways of access to the welfare system response
e As cases increase, more people will access welfare system response through local channels — community providers, MSD regional teams
e Assessment undertaken at each pathway entry point
into welfare '
response . '
MSD Regional response '
Contact centres
Inbound (PHU/providers) and \ 4
( Person/ whanau \ Inbound calls only pushocnd cakts Client
directed to self- i— e «Calls 0800 NUMb el o . Phase 1: Receive medium-high information
isolate; welfare Phase 1: Assess, triage (w» ews e e ow o o ’ . N .__) entered S2P
need medium-high needs to referrals, coordinated referrals (MSD
_— ﬂ— — regional response, manage to “{V" Pasifika, commuruty workflow)
low needs providers; manage medium- e e
'— e Self-service pathway m e o > high needs '
Phase 2/3: Assess, triage . l
' low-high needs to regional Ph.ase 2/3: Assess, t"age'
response, manage one-off receive referrals & coordinate l
' o ues;s e food onl with iwi, Pasifika, community
' & ’ v providers; manage low needs '
-n en en sm emm @ @(ontact through existing MSD Case Manager® -uh eup b 5D GED 3D GO 4GSR a0 oD l
Engages with MSD Case Manager for MSD services '
l(hardship assistance, financial support) l
4 D I
lwi partners, providers and community I
(funded for Care in the Community welfare system response) .
— e — — le family violence disclosure
( Person/ whanau \ E.g. Community Connectors (placed in Whanau Ora providers, direct referral
directed to self- . i L . community orgs, groups, iwi orgs), Iwi partners, NGOs, food
e F =|n-person, by phone, email; existing/new relationship== »
need Phase 1: Manage medium to high needs

—_——)

]
—’ Phase 2/3: Assess, triage, manage low to high needs (with support '
' l from MSD Tier 2 providers)
I I\ J [
' l Activated during Phase 3 '
' Referred to CiC funded providers '
X I
' l Tier 2 providers not funded under CiC
' l (MSD and other agencies, incl. TPK Whanau Ora) < - e e - ’
b o - ®mExisting relationship? == =S @ - o= - -—’ Phases 1/2: Limited involvement

Phase 3: Activated to support funded CiC iwi partner
and community provider workforce
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Other individuals

and whanau (not
eligible for Care in "= = suw wow sow ses sew s wew e >

MSD BAU and other departmental funded services

This includes TPK and Te Arawhiti funded support for Maori whanau and communities through

the Communit . . . .. - . .
v Whanau Ora providers, hapt, marae, iwi and hapori organisations, Maori health providers

weflare support)

72vh7ewzmz 2022-02-22 10:44:52




