
  

Even when we were experi-
encing the lack of responsive-
ness to our needs as tourists I 
was mindful that our unmet 
needs were fairly superficial 
when compared with the 
greater needs of a person 
who is in hospital or needing 
mental health services. As 
human beings we know that 
each one of us is unique and 
has unique needs and that 
our first aim is to find out who 
you are and what are your 
needs and how can we work 
together to meet those needs 
ï yet we keep forgetting this. 
Wellink has seen that the an-
swer is to make sure that 
óexperts by experienceô are 
included in all sorts of deci-
sions about services. Weôll 
continue  to work on this with 
as much urgency as before 
and we will improve our re-
sponsiveness to each other. 

Now I need to get some re-
ports done, to meet some 
deadlines, and to catch up on 
news from the time I was 
away. My report on the trip 
will be included in the next 
LINKS. Meantime  keep warm 
and enjoy responding to the 
beauty of winter.  

Virginia 

 

 

Greetings everyone  

Having  just arrived back 
from a month of travel to the 
northern hemisphere to see 
my son and other family and 
to attend IIMHL 
(International Initiative for 
Mental Health Leaders), my 
first response is to adjust to 
the colder weather, with 
winter well and truly having 
arrived since we left on the 
trip. Not that Iôm complain-
ing after hearing that youôve 
had some fierce weather in 
this last month. 

I had plenty of time to think 
about the Responsiveness 
theme for this LINKS while I 
was away. When I was at 
the meetings with mental 
health services providers, I 
noticed that the dialogue 
still often compares current 
services with how things 
used to be 25 years ago. By 
that weôre talking about the 
old residential based ser-
vices that held to rigid rou-
tines and treated everyone 
pretty much the same ex-
cept for the relationships 
that formed between some 
patients and some staff. We 
all agree that services today 
have become more respon-
sive but that as service pro-
viders we still have a lot to 
learn and change. 

The good thing is that there 
is much better acceptance 
now than there used to be, 
that this learning has to in-
volve the óexperts by experi-
enceô. This term is being 
used by increasing numbers 
of leaders and might be-
come the replacement in 
some circumstances for 

other terms like consumer/
consumer advisor (what 
will the acronym become - 
EbE?). I really liked an idea 
from one service we heard 
about. They treated óexpert 
by experienceô like a formal 
qualification and bestowed 
an honorary óEbEô on one 
of their community leaders. 

I became an óexpert by 
experienceô in a number of 
services while tour-
ing.  Weôve stayed in 18 
different accommodation 
places, taken 11 flights, 
one train trip and two long 
bus trips plus a two week 
rental car. We had long 
conversations about the 
levels of responsiveness 
we got from these service 
providers. In many situa-
tions our talk focused on 
how unresponsive the ser-
vice was, or how they 
failed to recognize and 
meet our particular needs. 
We could see how hard it 
was for some providers, for 
example: its hard for an 
airline to meet the needs of 
several hundred people 
while on a 12 hour flight in 
a confined space when for 
some people itôs night time 
and for others daytime; 
when a hotel gets its tow-
els stolen and/or used at 
the beach its understand-
able that they would stop 
supplying towels in every-
oneôs room. But as you can 
imagine, itôs very hard for 
the person/people who are 
left with their particular 
needs not met because 
services are set up to meet 
the average personôs or the 
majority of peopleôs, or the 
service providerôs needs. 

Virginia MacEwan  

Letter from the Chief  Executive  

Virginia MacEwan  
In this issue: 

RESPONSIVENESS 

 



How do you feel when 

you are greeted promptly 

and given undivided at-

tention?  How much 

more likely are you to 

come back for more 

when your treatment first 

time round left you feel-

ing special rather than 

unimportant?  How well 

do you feel kept in-

formed?  Whether you 

are a customer in a shop; 

a staff member in an of-

fice; or a passenger wait-

ing for a delayed flight ï 

you have needs that re-

quire a response.  And it 

is how responsive the 

organisation is to your 

needs that will determine 

your loyalty; job satisfac-

tion; ongoing support etc.   

So how do we go about 

responding to your needs 

as employees of Wel-

link?  By providing sys-

tems and facilities that 

help you in your work;  

by responding promptly 

to e-mails and to phone 
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messages; by providing 

information that you need 

to do your job; by provid-

ing logistical or administra-

tive support; by providing 

a safe and healthy envi-

ronment; by providing pro-

fessional training and sup-

port... but from time to 

time we need to ask ï 

what are your needs? And 

how well are we meeting 

them? 

Wellink has decided to 

conduct a confidential/

anonymous survey to find 

out more about how you 

feel about working at Wel-

link.  By doing it this way 

we will get a real snapshot 

of how staff feel 

and weôll get some 

clear steers as to 

what we need to 

focus on to im-

prove.  By entering 

into the survey we 

are committing to 

letting you all see 

the results and to 

following up on the 

key issues that 

come out of it.  I 

know we have re-

cently put a fair 

amount of effort 

into improving our 

system for using casual 

staff, so I hope casual staff 

will forgive me ï this sur-

vey is for permanent staff 

members. 

We would like to see a 

really high number of our 

employees participate be-

cause by taking the oppor-

tunity to share your honest 

views you can help us im-

Children are  

one third  

of our  

population 

and  

ALL of our  

future! 

prove as an employer. 

We are undertaking to 

respond to your issues ï 

please will you all plan to 

respond to us, by partici-

pating in the survey.  It 

will go live on or about 

June 24, and you will 

have just over two weeks 

to complete it.  It will be 

on-line and we are mak-

ing arrangements to en-

able you all to get access 

to a computer during 

work time over this pe-

riod. 

 

óWhy this survey?ô ï it 

guarantees anonymity; it 

is a tried and tested sys-

tem (Walsh Trust, for 

example, have been us-

ing it for a few years 

now); and it can produce 

some really useful 

benchmarks to compare 

our results to and identify 

any areas where we are 

particularly weak or 

strong! 

So be on the lookout ï 

we really want to know 

how we can continue to 

improve what we do at 

Wellink. 



BOOK 
REVIEW  

In his insightful 
look into human-
ity's ego-based 
thinking, Eckhart 
Tolle provides 
practical teach-
ings for waking 
up to a new, 
enlightened mind-
set. If you're 
seeking a more 
loving self and a 
more loving 
planet, A New 
Earth has the 
tools to begin 
your transforma-
tion. 
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tives and our certification. 

The online self-assessment will 
run from June to September 
2010. To get started, simply log 
in at www.healthaudit.co.nz using 
your email addresses and your 
old passwords. For first time us-
ers e.g. human resources, con-
sumer steering group and those 
having trouble logging in, contact 
Donan Nellas at 8018500 ext740. 
Letôs get back on track! 

After last yearôs successful 

pilot run of HDANZôs online 

quality self-assessment tool 

OnTrack, we will have another 

go at it starting July 2010.  

This year being a surveillance 

audit year, the different Wel-

link services will be assigned 

Phase 2 modules under the 

organisational and the con-

sumer level. This means a self

-assessment module of at 

least 85 criteria for all service 

sites - with the exception of 

Henry Street and BARAK 

which will both get an addi-

tional 82 criteria under the 

surveillance audit scope (see 

Module Assignments table). 

These modules enable us to 

review specific areas of our 

services in-between audit 

activities that will support our 

quality improvement initia-

Donôt forget there is 
a library of great 

books located in the 
lounge at Willis 

Street! Come, Relax, 
Learn and READ!  

Hello from Mike Johnson ð 
Acting Corporate Services Manager  

We have been privileged to 
have had Whaea Maria within 
our organisation bringing her 
wealth of knowledge, her 
beauty, her support and most 
of all her aroha mo nga Tan-
gata katoa.  Dimock St was 
blessed to have had Whaea 
Maria working on site there 
and in her last year within 
Wellink again we were privi-
leged to have had Whaea 
Maria in the role of Kaihautu 
Maori ï before she left on sick 
leave last year Whaea Maria 
started our Maori Advisory 
Group ï Te Maaramatanga 
which continues taking the 
waka forward within Wellink 
for Maori. 
 
ñKua hinga te totara o te wao 

nui a Taaneò 
ñA totara in the great forest of 

Taane has fallenò 
ñRest now our beautiful 

Whaeaò 
Naaku noa 

By Mere Tavai 

 

It is with great sadness that I 
announce our Rangatira 
Whaea Maria Grace passed 
away peacefully the morning 
of 14th of May at 12.30am. 

 
ñTe Hononga Ora has learned 
much from Whaea Maria and 
we have much to be thankful 
to her for, so it is with sadness, 
love and lightness that we let 
her go and wish her well on 
her next journey. As we grow 
in awareness of the legacy 
and the gap that Maria leaves 
at Wellink we can have some 
awareness of the phenomenal 
loss that her passing makes 
for her Whanau and our love 
and our sympathy goes to 
them at this time.ò 
 
By Virginia MacEwan 

 

 

 

In Memory of Maria Grace 
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